Interim Report Number 3 — 11/7/14

Planning and Development Review Department Workflow Organizational
Assessment by Zucker Systems for Austin, Texas

XVI. CUSTOMER PERCEPTIONS

A. OVERVIEW

In today’s environment, governmental performance is measured by customer satisfaction.
In order to determine the Planning and Development Review Department’s performance,
we used several techniques consisting of 16 customer focus groups, and an email survey to
applicants.

The intent of this customer input was to elicit views and opinions on positive and negative
aspects of activities and to seek ideas for change that will improve and enhance the
Department or Division. However, as would be expected, the focus was on perceived
problems.

In considering the results, the reader must bear in mind that, unlike documents and
statistics, the views expressed by individuals are subjective and may reflect personal biases.
Nonetheless, these views are at least as important as objective material because it is these
people, with their feelings and prejudices that work with or are often affected by City
activities. A second important consideration is that in analyzing the material, it may not be
as important to determine whether a particular response is “correct” as it is to simply accept
a response or try to determine why customers feel the way they do. Tom Peters, the noted
management consultant, has said that in relation to customer service, “Perception is
everything.” In other words, perception is reality to the person holding the perception.

It should be noted that the purpose is to report on the customer input so that the reader of
the report can view the comments as customer perceptions without our editing. These
comments are not the conclusions of the consultants. Using our methodology as described
in Figure 1 and Section B of Chapter II, the customer comments are taken as one form of
input to be merged by input of others and our own judgment. Our specific response is in
the form of the various recommendations included in this report.
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B. STAKEHOLDERS
As per the RFP and contract an approach to a Stakeholder process was approved by the

City. The goal was to gather input from stakeholders of perceptions, experiences and
satisfaction with the Planning and Development Review Department functions.

During the months of August, September, and October we met with 16 groups either in
focus groups or open public meetings. These included 2 Chamber groups, 9 industry related
groups, 4 meetings with many groups of neighborhoods, and one special interest group.
The groups are listed in Table 229.

Table 229
Stakeholder Groups

American Institute of Architects — Austin Chapter
Austin Board of Realtors

Austin Neighborhood Council

Contractor Associations

Greater Austin Chamber of Commerce

Greater Austin Contractors & Engineers Association
Home Builders Association of Greater Austin
Minority Ethnic Chambers of Commerce
National Association of Remodeling Industry
Neighborhood Groups — South

Neighborhood Groups - Central

Neighborhood Groups — North

PDR 2013 Stakeholder Group

Real Estate Council of Austin

Special Interest Groups

Specialty Contractors Associations

The detail about these groups and their comments are shown in Appendix E. For ease of
review, we have consolidated all of the comments by topic in Appendix I.

C. CUSTOMER SURVEYS

An email survey was used in this study to obtain applicant customer input. The survey was
emailed to 2,101 applicants for development approvals or permits. Some surveys were
returned with bad addresses (186) so 1,950 surveys actually went to applicants. Three
hundred ten surveys were returned for a return rate of 15.9%. This is within our normal
return rate of 15 to 25 %.

The overall response to the surveys is shown in Figure _ . Detailed tallies from survey
respondents are shown in Appendix D with specific comments shown in Appendix F. Many
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questions were designed so that checking a “Strongly Agree” or “Agree” category is a sign
of a satisfied customer. A “Disagree” or “Strongly Disagree” is a sign of a dissatisfied
customer. The percentages shown in the analysis below indicate the percent of respondents
who disagreed or strongly disagreed with the question statement. The “Not Applicable”
category was excluded from this calculation.

Normally, when negative responses of “Disagree” or “Strongly Disagree” exceed 15%, the
responses indicate an area of possible concern. Less than 15% normally indicates this
category of question is satisfying the customers. Negative percentages higher than 15% but
below 25% are areas that should be examined for possible customer service concerns.
Negative percentages of 25% or higher indicate areas needing early attention since roughly
one third or more of the customers have concerns about service.

We note that the negative responses we received in this survey are the worst we have
seen in our national studies including many Texas communities.

Some believe that only customers who have problems will return a survey of this type.
While it is likely that customers with problems may be more likely to return the surveys,
our experience with this and dozens of similar surveys indicate that they still produce valid
information. For example, we’ve worked in other communities where the negative
responses seldom exceeded 15%.

It should also be noted that a survey of this type is not a scientific, statistically controlled
sample. Nevertheless, when high numbers of respondents express concerns, they are
indications of problems that need to be addressed.

The questionnaires also asked applicants to indicate suggestions and areas for
improvement. 142 of the 310 respondents provided suggestions which we used as part of
our analysis.

1. Recommendation: The Planning and Development Review Department, other
departments included in the survey, and Boards and Commissions should
review the customer questionnaire and determine areas where they can be
responsive to customer concerns.

Overview of Survey

The survey resulted in a good cross section of customers as shown in Figure 196 and 197.
Also, 74% of the respondents are frequent users of the development review and plan
checking process (Question 3) and 89% of the applications were ultimately approved
(Question 41).
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Figure 196
Types of Development Respondents Have Applied For
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Figure 197
Type of Permit
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Boards and Commissions

Thirty eight percent of the respondents were not cle Board or Commission was
required for their application, Q 25. The percent who felt aSpecific organization was useful
or not useful is shown in Table 196.
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Table 196

Board and Commissions Were Useful

Board or Commission Were Useful Were Not Useful

Q 26. Board of Adjustment 10% 27%
Q 27. Building & Fire Code Board of Appeals 2% 11%
Q 28. Design Commission 6% 23%
Q 29. Environmental Board 8% 26%
Q 30. Historic Landmark Commission 21% 25%
Q 31. Land Development Code Advisory Group 6% 20%
Q. 32. Mechanical Plumbing and Solar Board 5% 10%
Q 33. Planning Commission 17 % 23%
Q 34. Residential Design and Compatibility

Commission 7% 29%
Q 35. Sign Review Board 5% 8%
Q 36. Zoning and Platting Commission 19% 15%

City Council

Question 40 asked if the City Council treated me fairly and were courteous. Of the

respondents, 26% agreed but 10% disagreed.

Coordination Between Functions and Other Departments

Question 42 asked if there were coordination problems between any two divisions or
functions. Coordination appears to be a major problem and all involved departments and

PDRD Divisions should review the detailed comments included in this Question. Functions

with the highest coordination issues are shown in Table 233. These same functions show
up with major issues in other parts of this report as well.
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Table 233
Coordination Problems

Department or Division

Number of Comments

Austin Energy 8
Austin Water Utility 24
Fire Department 7
Legal Department 7
Plan Review and Inspection 8

2. Recommendation: All involved departments and PDRD Divisions should
review the detailed comments included Question 42.

Questions related to other departments are shown in Table 234. As can be seen, all the
departments except for Health exceed our 25% cutoff point. These negative responses

correlate with other negative comments we received about these departments.

3. Recommendation: All the City departments involved in the development

process should review questions 18 and 19 and develop ways to address the

stakeholder concerns.

Table 234
Questions Related To Other Departments
Negative

Question Percentages
Q 18. If a project is delayed, the delay is typically caused by other departments (non-

PDRD) that participate in the review process? 45%
Q 19. Austin is just as fair and practical in its application of regulations as other
neighboring cities or counties in the functions of:
Austin Energy 38%
Fire Department 25%
Health Department 17%
Planning and Development 66%
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Negative
Question Percentages
Public Works 37%
Watershed Protection 49%
Water Utility 44%

Planning and Development Review Department (PDRD)

Most of the questions in the survey related to PDRD. Table 235 below indicates the
questions and the percent of responses that were negative. We like to see negatives below
15%. As they get above 25% they indicate signs of concern. Five of the questions exceed
our 25% negative cut off. But 13 of the question exceed 50% and more. This means that
over half of PDRDs customers that completed the survey feel that PDRD is doing a very
poor job. Staff was considered courteous by 68% but 70% said staff was not easily
accessible when I needed assistance in resolving problems. These findings match other
work underway for this study and need major attention. PDRD staff and managers should
not only look at the percentages but also study in detail the specific accompanying
responses. The use of an outside facilitator may be useful in conducting staff meetings and
retreats to address the issues.

4:. Recommendation: PDRD staff and managers should look at the negative
percentages from the customer survey and also study in detail the specific
accompanying responses.

Table 235

Percent Negative Responses for PDRD
Question Percent Negative
Q 4.1 understand the organizational structure of PDRD and external review
departments 40%
Q 5. | understand the City’'s Development Review and Plan Check
processes 33%
Q 6. The City’'s Development Review and Plan Check process are not
unnecessarily cumbersome or complex. 82%
Q 7. When making an application, | have generally found the City intake
staff to be responsive and helpful. 39%
Q. 8.Staff provides prompt feedback on incomplete submittals 53%
Q 9. In general, did PDRD staff provide good customer service. 50%
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Question Percent Negative

Q 10. In general, after application acceptance, PDRD staff anticipated
obstacles early on and provided options where they were available. 70%

Q 11. Have you experienced a situation where your projects was delayed
by a problem that should have been identified during initial review?

(Question was reversed) 80%
Q 12. Review services were completed ty the date promised. 72%
Q 13. Do you know what the City’s stated review times were for your

application? 28% No, 72% Yes
Q 14. PDRD’s promised delivery dates are reasonable and acceptable. 51%

Q 15. Codes and policies are applied by PDRD staff in a fair and practical
manner. 60%

Q 16. The turnaround time for review and approval of disapproval of my
application was not any longer in Austin than other cities or counties where |

have filed applications. 73%

Q 17. If project processing is delayed, the delay is typically justifiable.

Projects are not delayed over minor issues. 81%
19% negative, 68%

Q 20. PDRD staff was courteous. positive

Q 21. The conditions of approval or plan check corrections applied to my

project were reasonable and justified. 53%

Q 22. PDRD staff was easily accessible when | needed assistance in

resolving problems. 69%

Q 23. | found the handouts supplied by PDRD to be useful and informative

in explaining the requirements | must meet. 39%

Q 24. Inspectors rarely found errors in the field during construction that

should have been caught during the plan checking process. 40%

Website

Three Questions addressed the City’s website with these results:

* 89% are aware of and utilize available City Information that is online, Q 37.

* 50% feel the website provides comprehensive and useful information for the
Planning and Development process but 42% feel it does not, Q 38.

* Only 25% felt that the website was easy to navigate, 65% felt it was not, Q 39.

In other aspects of this study we received major concerns related to the quality and
information on the website. The specific comments included in the questionnaire should
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provide useful information to improve the website. Staff involved with the website should
review the three questions and the specific comments included for each question.

5. Recommendation: Staff involved with the website should review the three
questions and the specific comments included for each question.

D. ANNUAL COMMUNITY SURVEY

The City of Austin conducts an annual Community Survey. The 2013 report was prepared
by the ETC Institute and published November 2013. The sample size was 1,260 surveys
with a confidence level of 95%. The survey compares Austin to other cities over 250,000
population and suggests that Austin rates 14% overall satisfaction than other cities with
customer service rated 26% above the national average.

City investment/communication priorities that will have the most positive impact on
overall satisfaction over the next year included:

» Maintenance of City streets and sidewalks (28% most importance).
= Public safety services (50% most important).

» Planning, development review, permitting and inspection services (20% most
important).

Other items of interest included:

= 45% were dissatisfied about how well Austin is planning growth (a -9% change
from 2013).

» 39% were dissatisfied about the overall quality of planning, development review,
permitting and inspection services, a -7% change from 2013.

= The quality of planning, development review, permitting and inspection processes
had a “higher importance/Lower satisfaction” outcome.
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Appendix D

Customer Survey
Tallies

11 Zucker Systems



Planning & Dcvelopment Review Department Customer Survey - Austin, TX

Q1 Please check off the types of
development actions you have applied for
through the City Planning and Development
Review Department during the past 12
months.

Bullding
Demotition

Permits
(building,...

Site Plan |
Subdivision

Residential
Plan Review

Commercial
Plan Review

znnlng -

Inspections

Neighborhood
Plan
Amendments

0% 10% 20% 30% A0% 0% 80% 70% B0% 0% 100%

Answer Cholces Responses
Building Demolition 46.08% 1M
Pemuls (building, irade, tony y use itn) 76.4T% ™
Site Plan 53.23% 169
Subdivision 22.22% €8
Residential Plan Review 50.33% 154
Commcrcial Plan Roview 45.75% 1410
Zoning 2222% 68
Inspections 54.90% 168
Neighborhood Pian Amendmenis 3.50% 11
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Planning & Devclopment Review Department Customer Survey - Austin, TX

Total Respondents: 306

# Other (ploase specify) Date

1 nene 10/22/2014 645 PM
2 Traffic Impact Analysis Review 1052042014 1129 AM
3 tree, mech | plumbing. elecincal 10/18/2014 4:48 AM
4 Codp imerpretation 10/17/2014 1009 AM
5 Site Plan Excmption 10/16/2014 11:51 AM
6 Cerlificate of Occupancy 10/18/2014 8.53 AM
7 1ap plans, driveway permits, Health review, Indusinal waste review site plan determinations rescarch with DAC 10/16/2014 6:33 AM
8 tree permit 10/15/2014 7:47 PM
] Historical 10/15/2014 5.07 PM
10 Mostly Permits for wood decks and pergolas as that's what we speciatize in 10/15/2014 2:30 PM
11 Oue dil develop entillement confi ki 10/15/2014 12.57 PM
12 Heatih. Industrial Waste Water 10/15/2014 1145 AM
13 Commercial, inferior non-structural demolition. Heaith Department Plan Reviews 10/15/2614 11:24 AM
14 also sidewalk, sepfic, driveway. arbor and ROW issues 10/15/2014 11.06 AM
15 Board of Adjusiments vanance case 10/15/2014 1045 A
16 Centficate of Occupancy 10/15/2014 10:04 AM
17 Candrlional Use. PUD zoning. fcense agreements. ROW penmitting. & others 10/15/2014 957 AM
18 Change of Usc, Zoning 10/15/2014 9:38 AM
19 Site Plan Exemptions 10/15/2014 9:11 AM
20 Zoning changes, site plan review, site plan exemption, land status determination. board of adjustment variances 10/16/2011 9:11 AM
21 Chapler 245 Determination 10/15/2014 9:1C AV
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Planning & Devclopment Review Department Customer Survey - Austin, TX

(02 Please indicate what the permit or
approval was for.

Answered: 285  Skipped: 15

New commercial
or industria_..

New
multitamily... |

New single
family |

Remotdel or |
addition to..

Remodel or
addition to...

Remodel or
tenant...

Planning
Approval for...

Zoning Variance

e -

0% 10% 20% 30% 40% 50% 60% 70% a0% 20% 100%
Answer Cholces Rosponses

New commeraal or industrial building 38.31% 113

New multifamily dwelling/condo 30.51% 90

New single family 45.76% 135

Remodel or addition to muititamily dweling/condn 16.26% a6

Remordel or addition to single familyiduplex 44.75% 132

Remodet or tenant improvement 1o commercial o industial hullding 30.51% a0
28.10% 77

Planning Approval for Development Plan or Condifional Use Permit

Fiat 21.69% 64

Rezoning 13.56% A0

—

Austin, Texas 14 Zucker Systems



2

Planning & Devclopment Review Department Customer Survey - Austin, TX

Zoning Vasiance 1.19% 3
Total Respondents: 295
# Other {please identify) Date
! drasion of 3 2 uni free-standing condo to two fee simple houses 10/22/12014 6:59 PM
2 none 10/22/2014 6-45 PM
3 Re-Subdividing property 10/20/2014 11:02 AM
4 Sife Pian Exomption 10/20/2074 10.04 AM
5 Aux water / Rainwaler Haivesting System 10/20/2014 5:51 AM
6 Repair trom fire damage 10/18/2014 12:57 AV
7 site pian exemption 10/17/2014 920 AM
[ Certificata of Oceupancy 10416/2014 8:53 AM
] irek tocility modification and new coll 10/16/2014 8:53 AM
10 Whater line for fire flow 10/15/2014 2 43 P\
1 build an 8 foot back fence 10/15/2014 2:36 PM
12 Wood decks_ pergolas.. and palio covers 10/15/2014 2:30 PM
13 Comniercial icnant finish outs. commercial building additions 101152014 2:18 PM
14 roadway & infrastructure/SER/TIAMestivalistrect closure 10/15i2014 1:43 PM
15 Interior remoded of commercial plus temporary for 3-month r during the 10/15/2014 1.36 PM
16 Addibon 1o a reslaurant i the C3D. 10/15/2014 1.02 PM
17 Pools 1041542014 1:01 PM
18 Zoning verification and/or research 10/15/2014 11:45 AM
19 commarcial swimming pool 10/15/2014 11:25 AM
20 sidewalk. septic, driveway, historic, arbor waviers requested and/or permits filed for when waiver denied 10/15/2014 11:.08 AM
21 the 30A case mentioned in #1 was a request to modify a section o Land Development code so a property could 10/15i2014 10:45 AM
be developod - nof a zening case
22 Remodel commercial 10/15/2014 10.24 AM
23 Demo 10415/2014 10:11 AM
24 Commaerdial Sile Cevelopment 10415/2014 10 03 AM
25 Change of Use, Zoning 10/15/2014 9:38 AM
26 commercial remade). tenant finish 10/15i2014 9:11 AM
27 Chapter 215 Determination 10/15/2011 8:10 AM
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Planning & Development Review Department Customer Survey - Austin, TX

(13 Please indicate how often you work with
the City's development review and plan
checking process.

One time user
of the...

Occaslonal
user of the...

Frequent user
of the... |

0%  10% 20% 0% A0% 50% 60% 0% 80% 0% 100%

Answer Cholces Responses
One time user of the development review and plan checking process 5.02% 18
Qccaslonal user of the development review and plan chacking process 20.07% 51
Frequent user of the development review and plan checking prooess 7401% 225
Total 304
¢ Type any comments hare Date
1 not at all 10422/2014 6:45 PV
2 Although [ am only ionally the apphcant, | am often involved with permit appl prepared by our design 10/22/2011 8:16 AM
tcam.
3 We have been woeking with the City's development review and plan checking process for over 30 years 10/20/2014 2.01 PM
1 | am canstantly coosdinating with the Traffic’Tranportation Team 10:20/2014 11:20 AM
5 | currently have 9 large project in design or construction 10/2012014 7:15 AM
6 wish there was plan rovi s0 consultanis could inform developors of what to expect 10/17/2014 7:48 AM
with confidonce of oulcome; also do not apprediate roviewer's personal ag and subj intorp: ions of
the codes and ordinances
7 Every day 10/16/2014 1:19 PM
8 2-3 times per month 10/18/2014 11.51 AM
] disronnect between record keeping between COA depariments 10/16/2014 6:33 AM
10 Have 10 hire a consultant to handel PDRD as they are so ditficult to work with. Cost about 1% of job. 10/15/2014 516 PM
1 | eringe now when | meet a person that is in the COA limits. Yes | want the business.. however.. jusi the thought 10/15/2014 2:3C PM
of having to deal with the citys stow response.. makes me iy to sapture jcbs ANYWHERE but in the COA limits.
12 Ususally one to two limes per month 10/152044 216 PM
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Planning & Devclopment Review Department Customer Survey - Austin, TX

13 regulady submit SDP's as a consu.llam for 10+ yeors and have submitied a few permits at my personal residence 1041512014 1:51 PM
recently .
14 1100k 423 days 10 get 2 site plan permit. and we only received when Mayor Pro Tem scheduled 1o speak at 10/16/2014 1:43 PV
ground breaking
15 it depends on how many projects we have in the oty during any given year 10/15/2014 1:38 PM
16 we have permitted 36+ homes in 36 months 10/15/2014 1:27 PW
17 | work with them on a daily basis. 10/15/2014 12:56 PM
18 Daily, multiple timios a day. 5 days a weok, yoar round 10/15/2014 11:45 AM
19 Absolulaly hombie experience every tme depariment is engaged. Everyone has difficrent answer or direction 101572014 10:51 AM
20 'm an architect and run each project through city of Austin permitting - usually 8-12 cases per year 10/15/2014 10:45 AM
21 itis usuatly a very frustrating experience and bouncing back and forth rom departments 10/15/2014 10:36 AM
22 Daily for the last 25 years 10/15/2614 10:12 AM
23 3 1o 4 days per week 10415/12014 9:54 AM
24 The residential pemitiing and review process is vory difficult 1o get through., | get different information from 10/15/2014 8:52 AM
several differert reviewers as to what is required. When new documents are required for permitting the permitling
department does not disseminate i ion and has no i place 1o look for that information
25 Volume Builder Program 10/15/2011 944 AM
26 we do not work with the Cily, nobody can move at thal slow of pace. 10/16/2014 9:17 AM
rig It would be nice if reviewers would return phone calls 10/15/2014 911 AM
28 to many interpretations of codes 10/15/2014 9:05 AM
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Planning & Devclopment Review Department Customer Survey - Austin, TX

Q4 | understand the organizational
structure of PDRD and external review
departments.

Stronnly Agroo
Agrec
No Opinion |
Disagroo
Strongly
Disagree
Not Applicable
0% 0% 20% 30% 40% 50% 60% 0% 8% a0 100%
Answer Cholces Responses
Strongly Agree 1.07% E2
Agreo 40.0T% 123
No Opinion B,79% 27
Disagree 25.08% 77
Stongly Disagree 14.66% 45
Not Applicable 0.33% !
Total 30
# Type any commemnts here Date
1 [ undersiand the process. | don't slway agree 11/412044 7:52 AM
2 Residential Waler Taps are not on page with Permits 11/2/2614 7:22 P
3 Only afor going through the process 10/28/2014 12:44 PM
4 Too many difforent work hours. Waste a fol of time going back and forth when misscd the open window. 10728/2014 10:45 AM
5 H frequently changes and you never know until you go 1o apply for something what the rules are that day. There 10/28/2014 7:C0 AM

is also no consistency. What may have been accepled on one project is rejected on another.

[ used to work there and still undlear fo public!

10/27/2014 3:33 PM
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Planning & Devclopment Review Department Customer Survey - Austin, TX

very confusion structure. scoms like it is different cvery Sme
the process is always changing and everytime | go in. it is confusing and difficull to deal with
I mostly understand by now.

We are one of the most ful firms navigating the ¢ of PDRD and extemal review

departments,

hard 1o tell who is in charge of who and very difficult to get a hold of certain people. Others are exceflent at
retuming calisfemaiis/etc. but overali fack of communication is frustrating

Given the vanaty of City Staff tat reivew Traffic iImpact Analysis, | have no idea who all gels involved and how
they got Involved.

Somedti the is confusing and | get semt rom one depariment fo another without geting an answer to
my {ions or getling contradiciory

Do not understand it at all

There app 1o be more app power depending on dop. W and reviewer

Fence calicd OTC for a flow char/diagram of the various deptsipersonnct and they just laughed at me (literafly)
Difficult to stay informed of changes/difficuit fo find info on websile
[ 1hink | understand structure hut that does not create an efficient or effective process

tund d the flow of d
the system structure

s ihrough the system, but do not have a dear understanding of hierarchy within

The izati structure is non: lart. Depariments do not speak to cach other unless cuslomers actup
mentings 1o force the issuc. Thave no way of knowing who reports to who or which department handles lasues on
vy projecis. Usually, | get a run around

| agree.. in regards fo large remodels, new hore building and the likes.. BUT.. for smolledr jobs like wood decks
and pergolas?? It honestly irritates me

Changes secm fo happen frequently and ofien without clarification.

it has {aken eleven years of trial and error 1o und the organizat of PDRD

You quys rockl!
Sta#f does not oven understand the organizafional structure

There are too many depariments and they disagree too often. There Is no hicrarchy of who controls the decisions
when the code and design guidelines conflict.

always changing
Can anyone Stongly Agree with this?

A Building Pemmit should NOT be issued when latar there can be a dozen or more Inspecfions that were not
required to be covered initially, such as 2 cracked ROW that must be replaced and is hdding up 4-5 months of
jumping through City hoops.

Sysiem is completely broken even knowing how the "structure” J "process” works

though the structure seems 1o change every 6 months, | attend seminars through my professional organization 1o
atay informed

| did a1 one time bul there are so many layers they're extremely difficult to foliow

seenTs very disconnected

I know how it works, bul | dont agree with the struet 3ad phrasing of the i
Yes, but it has taken years.
| am not aware on any org charl

Generally agree but there are some confusions.

10/23/2014 7.32 AM
10422/12014 11:34 AM
10/20/2014 8:20 PM

10/20/2014 2:01 PM

10/20/2014 11:32 AM
10/20J204 1120 AM
10/20/2014 10:04 AM

10/20/2014 7:15 AM
10/17/2014 2:54 PM
10/17/2014 7:48 AM
10/16/2014 3:57 PV
10/16/2014 1:44 PV

1041612014 11.51 AM

10/15/2014 3:43 PV

10/15/2014 2:30 PM

10/15/2014 2:19 PM
10/15/2014 1:42 PM
10/15/2014 1:01 PM
10/15/2014 12:58 PM

10/15/2014 1256 PM

10/15/2014 1238 PM
10¢15/2014 12:07 PM

16/15/2014 11:06 AM

10/15/2014 10:51 AM

10/15/2014 10:45 AM

10/16/2014 10:42 AM
10/15/2014 10:36 AM
10/15/2014 10:20 AM
10/15/2014 10:18 AM
10/15/2041 10:14 AM

10/15/2014 10:14 AM
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Planning & Development Review Department Customer Survey - Austin, TX

a8 | undersiand ihat the variuos di o not icate with cach olher and that there is no one poind of 11/15/2014 957 AV
respensible contart who can assist in solving the process without handing the i aoff 1o other
39 W is almost impossible to understand the departmant and it's ndes 10/1520141 9:38 AM
40 t am farnifiar with the structure bul it ofien does not make sense. 10/16/2014 9:28 AM
41 l It is hard fo know who fo go to because you are usually sent to another depariment 10/15/20:14 9:26 AM
42 11 is 2 moss but |understand it mostly 10415/2014 9:24 AM
43 Strongly disagnee, consiani changes 10/15/2014 321 AM
M What extemal review depariments? Everything is done in house as far as | know which is most of their problemn 10/15/2014 9:13 AM
45 it's taken years to get a basic undersianding. and it changes ail the time. 10/15/201 9:13 AM
a8 impossitie to understand 10/15/2014 9:11 AM
47 His 2 mess. 10/15/2014 9:10 AM
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Planning & Dcvclopment Review Department Customer Survey - Austin, TX

Q5 | understand the City’s Development
Review and Plan Check processes.

Answered: 304 Skipped: €

Strongly Agree
gree |
ey
NoOpinion |
-
- -
Strongly
Disagroe
Not Applicable
0%  10% 20% 30% A% 50% 60% 0% 80% 20% 100%
Answer Cholces Responses
Strongly Agree 15.70% 8
Agrea 473T% 144
No Opinion 3.95% 12
Disagree 20.30% 62
Strongly Disagree 12.50% 8
Not Applicable 0.00% o
Total 304
# Type any comments here Date
1 | understand the process. 1 dont alway agree 11/4(2014 7:52 AM
2 | understand the procoss, but much of it does not make logical sonse 13072014 3 10 PM
3 checklists are good, but inferpretation of requirements consiandly changes depending on who you talk to - City 3014 12:11 PM
staff are nio consistant within the same week & proejct on the process
4 same as above 10/28/2014 7 00 AM
5 really depends on what precessincod 10/27/2014 3.33 PM
6 If you meon what is documented yes. But il does not work os documented 10/23/12014 12.04 PM
7 Seerns kike it is different overy ime. no consislancy 10i23/2014 7.32 AV
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the process is always changing and overytime | go in. it is confusing ond difficull to deal wih,

We the City's D W Review and Plan Check processes. However layers are confinually
added at the discretion of rertain reviewers essentially making the process more complex

If there is a review deadfine of a certain amount of time for each subnuttal, why are those timelines so frequentty
excoeded? There should be more o on geting out on ime,

| don't undarstand why the Planning Department ara the pnimariy reviawers of Traffic impaet Analysis and ATD is
nol

Some reviewers are responsive, some are not. It is important that respond fo jons when
romments are issued to plans when these comments are not clear or confusing. Also, sometimes there are
questions thai are answerod and direction is provided by the City staff ot p inary plan roview ings, and
during the roview p the is opp to whal was discussed in the preliminary meefing.

I is so disarganized 1 gt a difierent answer of what is required every time | submit for permits

It is never described in the beginning that the s can add requi as long as plat has not been
approved.
thero's 2 hugo bottionock botwoen SDP & ficonso ag p - noods ing

why nuslliple time schodules 1o know and dalays not undemioed
Finrt it difficull 1o get informationand stay updated
The stated process and the aclual results vary widely

11 took a few times 1o understand it. The City's website and process neads to be more clearly laid out with a
process fiow charl

Enforcoment of dily ende is significantly inconsistent. In many rases, huilding officials will ehange opinions
midway through a projeci. or not b ions/declsions from earlier

occasional changes in availability times and processes.
COA choangos procose with fimited nofico and lack of Iraining for now stoff

The depariments do not work {ogether or really care,

| understand the process, but it is not run efficently or timely. Cr checks are a waste of time and are

usually denied hecause of a lack of effart by PDRD stafl. Review times are reguiarly ignored by staff mombers.
no one is willing 1o explain?

| agree. But | do NOT agree with taking several months for a permit. it honestly sngers me as a business owner.
Thats why | focus on all surrounding 1owns

Again, eleven years and a lof of mistakes

Now' | do.

The prosess is disorganized and broken. For reference, go pay a fiscal surely for a site plan. If's a hoot.
ahlways changing

Submitting all in 11%17 format makes things easier

Lack of wrilten organizational and policy proredures makes this complicaied

50/50

Agree but only when itisn't changing bt it's almost always changing

though the structure seems 1o change every 6 months, | attend seminars through my professional organization to
stay informed

its ditferent cach time- always sent to dificrent depls.
Again, Bad phrasing. | know it, but think it's inaflecient.

No one does. i changes every month.

10/22/2014 11:34 AM

10/2042014 2:01 PM

1042042014 11:32 AM

10i20/2014 11:28 AM

102012014 10:04 AM

10/20/2014 9:3¢ AM

10/17/2014 2.54 PM

10/17/2014 7:48 AM
10/16/2014 6:32 PM
101612014 3:57 PM
10/16/2014 1:44 PM

10/16/2014 11:51 AM

10/16i2014 11:51 AM

10/16/2014 B:53 AM
10/16/2014 6:33 AM
10/15/2014 5:16 PM

10/15/2014 3:43 PM

10/15/2014 3:37 PM
10/15/2011 2:30 PM

10/15/2014 1:42 PM

10/18/2014 1:02 PM

10/15/2014 12:58 PM
10/15/2014 12:38 PM
10/15/2014 12:22 PM
10/15/2014 11.45 AM
10/15/2014 11:33 AM
10/15:2014 11.06 AM

10/15/2014 10:45 AM

10415/2014 10:36 AM
10152011 10:20 AM

10/16/2014 10.18 AM
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39 | do understand i and have leamed through trial/crmor

a0 | know the process {I've built in Austin for almost 20 years), but the process is antiquated. Given all the forms of

Planning & Dcvclopment Review Department Customer Survey - Austin, TX

electronic communication and the city’s need for "green” (not money. think recycling. all the smari cars in their
pariting Iol, elc), this departmentis not in syne. | work with several other permitting authorities, and | submit
everything ly. Also, the p i me waiting hours 1o meot with people { rarely spend more

than 5

with for approving my information. To obtain a permit also requires a minimum of fwo trips to the

Barton Crock office. Once again, very inofficient on my par, corributes to the downtown traffic, contributes to
pdlution, uses o many resources {papcer) - cverything the aly is against

10415/2014 10:14 AM

10/15/2014 1011 AM

M 1 understand that the variuos dep donot with each ofner and thatthere isno ene pointof | 10/15/2011 9.57 AM
responsibie comact who can assist in solving the process without handing the off to othor

42 although il frequently ch ] it's hard o know what 10 expeet 10/15/2014 9:47 AM

a3 I gat a ditferent siory every time | iy 1o get something done 10/16/2011 9:38 AV

M“ Except that it changes constantly based on who you speak with_ | find that oflen people al the Crly dom 10/15/2014 9:28 AM
undersiand arc are: felfling you io do things that are not allowahle in another depariment.

a5 11is a horrible mess but | understand it mostly 10/15/2011 9:24 AM

A6 NO one, including city staff. und is the p 10/15/2014 9:18 AV

47 No one knows their procoss. Evorytime 1 go 1o Texas One building, all of tho rulos have changed and no one 10/15/2014 8:13 AM
knows what they are.

48 ii's ioken years to gef a basic understanding. and it chenges all the fime. 10/15/2014 6:13 AM

48 P to y ging, appications are meaningless and resentful. Forms are pathefic 10/15/2014 9:11 AM
1o fill oul. Differing inlerpretafions laad o constant changes 1o plans depending on reviewers,

50 Everytime | think | understand the process. something changes. 10/15/2014 $:10 AV
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Q16 The City’s Developiment Review and
Plan Check processes are not
unnecessarily cumbersome or complex.

Answered: 301 Skipped: 9§
Strongly Agrec

Agreo

No Opinion 1

Disagree

Strongly
Disagree

Not Applicable

D%  10% 20% 30% 40% 0% 60% 0% 80% 0% 100%

Answer Cholces Responses
Strongly Agree 3.9%% t2
Agree 7.64% 23
No Opinion 6.64% 20
Disagree 27.91% 7]
Strongly Disagree §3.82% 162
Not Applicable 0.00% o

Total 301

# Type any comments here Date

1 The pi is slow, adversarial. and self ictory. 11/412014 12:36 PM

2 Just 1o be clear, every process surrounckng the review and plan and chack process IS cumberseme and 111472014 5:57 AM

complex

3 Poorly worded. | think you are irying fo say: are simple and easy 11/3/2014 12:22 PM

4 They are more plex than Y 11/1/2014 6:44 AM

5 often caught betwean departments andior confiicting regulatiosn 1043042014 12:11 PM

6 There was a lot of redundancy for minor changes- though that redundancy may ke necessary. 10/28/2014 12:44 PM
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Planning & Devclopment Review Department Customer Survey - Austin, TX

Too many depis o go thru It's crazy.
Too many layers of bureacracy and 1oo much inconsistency.

very confusing. different every time. nules siways changing and there is no notification system in place to wam
bulders of the changes.

This il ig the double negative, is as confusing as the process!

rumors indicate there is lengthy doloys

very cumbersome and complex. very burcaurcratic. we should be able fo submit applicaion and drawings onfine.
the siaff should move the pap rk through the y d rather than making the client run from
finor o fioor trying to process one project

So complex, and the rules change too frequently!

Cerlain reviewers have differing interpretations of the codes making the p y b

The amount of ime spent in the waiting room, walting 1o be called for compleicness check. or o pay a foe ts
absurd. You shouldn't have 1o wait 30 minutes 1o gel an invaice so thal you can pay a fee elsewhere al OTC.
You also shouldn't have 1o 30+ minutes to submit plans for completeness. I've never been impressed the intoke
staff and their efficiency.

The process is y and pi

The webpage & ion is not My updated: g are i not or din an
amiiguous manner; there is no consistency in the applied code critenin,

We are required 1o submit full floor pans of an entire house to remodel one room. This cost the owner alof of
addiional moncy

Way more complex than any ofhor Gity.

1)Revi s can add 1o " any time during process {2) there is no relief from a reviewer making a
mistake in their review no matter the cost {o the me (3) reviewers do not take inlo account fhe infent of the replay.
e, ng $80,000 of ping ing raw land info two picces for another single family residence not a
subdivision.

The permitling process is very cumbersome and complex due 1o the complex codes and poorly writlen conflicting
ordinances

Fire and wator utiity reviews shoutd be direcly coordinated with site parmit submittals. Not left 1o applicant to
send thom {o these dep

M just depends.

muitiple fme schedules for different services

Too imited access 1o reviewers. Hours are too shorl. Not all reviewers are equal in knowledge and experience.
Compared to other cities in Texas, Austin is very difficult to deal with.

oo complex for wireless anienna tadilitios

The scporat for a dri Yy permi{ ion in Y i my opinion.

oo mouh redund: on review

If they believe that they more worthiess than | thaught

As a consuttant, we are required 10 submit an unnecessary amount of paperwork that is filed away and never
reviewed. H woild be much easior to submil plans and reports electronitally and remove the huge amound of
paper waste,

Extremely difficuli.

The system is sc . As an : Is are required 1o be i bul they

i

aro nover looked at. The oxpense of printing these is not inconsideroblo.

The are oxi 1y cumb and 1 eould noi disagroe strongly cnough

Just time consuming with the costs handed down to my clients boltom line

10/28/2014 10:45 AM
10/28/2014 7:00 AM

10/23/2014 7:32 AM

10422/2014 8.59 PM
10/22/2014 6:45 PV

10/22/2014 11:34 AM

10/22/12011 8:15 AM
10/20/2014 2:01 PM

10/20/2014 11.32 AM

1042042011 1128 AM

1042012014 10:04 AM

10/20/2014 9:39 AV

10/20/2014 8:09 AM

10/17/2014 2.54 PM

16/17/2014 1:01 PM

1041712014 1221 PM

10417/2014 8:20 AM
10/16/2014 6:32 PM
10/16/2014 3.57 PV
10/16/2014 11:51 AM
10/16/2014 B:53 AM
10/16/2014 7.00 AM
10/16/2014 6:33 AM
10/16i2014 5:16 PM

10/15/2014 3:43 PM

10/15/2014 3:37 PM

10152014 2.19 PM

10/15/2014 1:42 PM

104152014 1.02 PM
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35 From completeness 1o projedt clascois, the systemis antiquated. 10/15/2014 12:58 PM
ki The pracess to gel developmen! pemiits is in disarray 10/15/2014 12:56 PM
as The completeness eherk and plan review pr is incredibly bers and compiex 10415i2014 1153 AM
39 Do not agres. parbculary with rospect fo the sile plan exernplion process. 1 is highly subjectve and roviewers 10/15/2014 11.36 AM
often provide contradiclory comments.
40 The process is nol complex HOWEVER the City's abifity o perform their seviews in a imely manner is drastically 10/15/2014 11:24 AM
inefficient AND some of the rejertion comments that they have could easily reduce their oan backlog by
p 0 pp for y minot panci
41 Temible precesses in place 10/15/2014 10:51 AM
a2 i is a very cumbersome process, and could use a draslic overhaul 10/15/2014 10:45 AM
143 its a joke 10/1512014 10:36 AM
M New protess 100k Innger for submittal. Staggered open hours cost out-of-towners tima spent in Austin 10/15/2014 10:24 AM
45 What is a plan check? Do you mean plan review? 10/15/2014 10:21 AM
46 Completeness Check is a waste of lime and resources for bofh #he city and the developer. This process should 1041512014 10:18 AM
be skipped and the basic plan requirements can be checked by intake.
ar I£s the worse bullding development bureaucracy in the country! 10/15/2074 10:18 AM
18 cumbersome is a broad term, lack of communication is a specific problem 10/15/2014 10:14 AM
48 The deparimeni needs o emb elecironic submissions i diately. 10415/2014 12:11 AV
50 McMansion and the old LDC has crppled the siaff and the City 1041512044 10:09 AM
51 Tho system is beyond complox, tho codo is boyond complex, therae process is variablo with no cloar fimeline and 1041542014 2:57 AM
reviewers are subjective with no motivation { gly) to dite permit appreval or work wiih applicants 1o
solve issues
52 We've had pemits {ake several months o review 10/15/2014 9:52 AM
53 builders have shown me how to make il less complex. So while itis COMPLEX, I'm not sure if's unnecessarily so. 10/15/2014 9:47 AM
5 1 work in aumerons citics and this is by far the most cumbersome, complox, and has the most inaccossible slaff 10/15/2014 8:28 AM
55 They are and {i y 10/15/2014 9:268 AM
56 MeMansion & secondasy unit rules are very cumbersome 10/15/2014 9:21 AM
57 this is the single most difficult and b r 1 have avery exp d 10/15/2014 520 AM
58 They could not be any more cumbersome or duplicatve 10/15/2014 9:18 AM
59 That is so funny . we have the most complicated in the country 10/15/2014 9:17 AM
60 too much power in hands of ncighborhood assoc. 10/15/2014 9:13 AM
61 The procoss is confrived fo employ as many Domocrat! Lotiingwell voters as possible. Thero is no nor will thero 10/15/204 913 AM
ever be any mcentive {o provide their services in a better manner.
62 Because il ahvays changes. it's hard o plan for what will be needed. it's been different on every single project. 10/15/2014 9:13 AM
63 Vory cumbeorsome. Have you tried fo submit anylhing? Do tha forms make any sense at all. Is tho information 1071572014 9:11 AM
relavant? How many plan sats are required for a submitial? We deal with many cities on pemitting and Austin is
the worst.
64 they are cumbersome and comples 10/15/2014 311 AM
65 Ridiculously cumbersome 104152014 3:08 AM
86 Do not understand why we have to come in person to pay insteard of paying online. 10/15/2014 9:.07 AM
67 The process of reviewing and obtaining residential permits within the City of Austin is HORRIBLE. 10/15/2014 9:01 AM
Austin, Texas 26 Zucker Systems

m——



Planning & Dcvclopment Review Department Customer Survey - Austin, TX

()7 When making an application, | have
generally found the City intake staff to be
responsive and helpful.

Answered: 308 Skipped; 2

Strongly Agret
Agree
No Opinion | {
] {
Strongly
Disagree
Not Applicable
0% 10% 20% 30% 0% 50% 60% 70% 80% 90% 100%
Answer Choices Responses
Strongly Agree 9.74% 30
Agree 42.53% 131
No Opinion 8.12% 25
Disagree 2208% 68
Strongly Disagree 18.88% 52
Not Applicable 0.65% 2
Totad 308
# Type any comments here Date
1 Intake staff has very good punch lists. 117412014 12:36 PM
2 The entire process - from the moment you walk in and delfiver your name - | find the staff o be bordedine rude. At~ 117412014 5:57 AM
best, they are grudgingly there 1o eam a paycheck, but certianly not there to be helpful. and never friendly
3 Generally, he imake precess is smaoth 11712014 6:44 AM
4 The last guy | dealt with al intake was not very friendly, told me that | didn't need to submit some documentation 10/28/2014 7.00 Avt
that { was later required to submit
5 intake is the worst parl! rookies andior rude, no common sense. power trips frequent. 10/27/2014 3:33 PM
.
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3 Some of the ataft arc very helpful. some will never refumn a call or email. 10i23/2014 7:32 AM
T most are fiendly. often, there is a newby who doesnl know the system and is frusirating to deal. emai response 107222014 11.34 AM
time is hit or miss for most of the the p is redicuk you ¢an only sign in to speak to a reviewer
on m-w-1, bul you cannot ask 1o spoak to a specific reviewer aboul a sperific projert. you have tosclup an
appaintment via emall because thay will not allow you to set up an appoiniment in person. common sense Is out
the window--it's mere imporiant for them 1o follow their arbitrary rules.
8 We typically hire a permit expediter fo try 10 avold application difficulties. 1072112014 8:03 AM
9 Generally not responsive. 10/20/2014 8:20 PM
10 Ditficutl to got a hold of, rarely answer the phone. | do appreciate them being fiexible though # somoething is 10/20/2014 11:32 AM
missing in the application.
1 The Traffic/Transportaiion Lead for PDRD is exiremely non-responsive and very unhelpful when responsive. 1042072014 11:28 AM
12 Horrible just horrible un organized and dumb os dint. 10/20/2014 10:08 AM
13 Semetimes yos, somefimes no 1072042014 10:04 AM
1 51% of the time, this is the case 10/20/2014 9.53 AM
15 They are responsive, but dont necessarily have the cerrect answer 10/20/2014 9:39 AM
16 We get the feeling that the goal is to NOT give us a permit and put up as many road blocks as possible 10/20/2044 7:15 AM
17 One spucific roviewor got fixed on one point a viow and would nof accopt the infont of the roplay holding us o 10/17/2014 2:54 PM
ial platiing ren f
18 These are typicafly temp positions and the intake slaff are not knowtedgeable enough {o answer questions. the 10717/2014 12:38 PM
answer o the queston f you said “stofi” would be diffcront
18 Do youmean DAC by ‘intake slaff? 10/17/2014 1218 PM
20 really depends on the individual - “roling of the dice” of *luck of the draw™ as we explain o clients (developers) 10/17/2014 748 AM
2 Atthough | have had many prefessicnal interactions, | have also exper and wi i i le: rucd 10/16/2014 3:57 PV
and incompelence
22 Hours are joo fimited, stat{ is ofien disg and friendly to Commonly feel like its being at a deli 10/16/2014 11:51 AM
counter, next # please.
23 Some revicwers are responsive aned hedpful onee they begin working on your project, however, the wait fimes are 10/16/2014 11:51 AM
out of control and in many cases il is difficull fo et in iouch with reviewers in a limely manner.
24 At one point, one of them was yelling atus. Most of the time, they seemed omery and were regularly nide. 10/16/2014 7:08 AM
25 | don't personally deliver the volume builders. We use a courier serace. 10/16/2044 7:00 AM
26 most of the tme staft seems o be pul out {o help. 10/15/2014 4:51 PM
27 Tho ladies a1 Imake have alwoys boen friendly and holpful. 10/15/2014 3:43 PM
28 They doniwant fo be hothered. even though they get paid? 10/15/2014 3.37 PM
29 the tead civil engi or bmits, | have not itted personaly. 10415612014 1:51 PM
30 Landscaping plan approved and tree fee paid. New review disagread and wanied fo reopen. 10/15/2011 1:43 PM
3 My issues are with the process, not the poopla. Siaff are ganerally helpful and look out for the customer. pointing 10/15/2014 1:42 PM
out issues and deficiencies when they can
32 Most are indifferent al besl. 10/15/2014 12:58 PM
33 imtake staft do not i what the ions are for which can someiimes 10/15/2014 12.57 PM
an lssue esp yif the p is asking for i ion thatis not applicable. Applicants have to tell
stoff what is the correct process. issues with the computer program nol aliowing staff to cnler the appropriate
information is still an issue after many yeers.
k] Intake staff are wonderful people and very responsive and helpful. b . 1is confinually 10/15/2014 12:56 PM
fost betwecn inlake and the reviowers.
.
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Most siaff members are. 1in a bout 8 are not

Most of them, yes.

While friendly in person. packet contents are Iostﬁw:t ofthe ime.

By "making” | assume you mean “submiiting*?

Comes down to individual. Some agents are wonderful, ofhers are prima donnas
I getinaceurate or incomplede information

Everyone has different answer or guidance, no consistency

the primary problem that 1 encounter with staff is their limited availability. Reduced walk-in hours and the process
for sefting up a meeting varies depending on what you need. And very litie can be achieved through email or
web portal.

Heipfil only and if you're successtul in contact them which is not the case

the intake times have been reduced 1o the point that by the time you get in front of someone they are rushed and
will typically give you the name of someone else that you will need 1o see.. at a different time

some are almost prohiitive

No one knows what is going on haif of the time.

Only in last 6 mos. Pror to that fie city was non-responsive and unhelpful

| have always felt that those | interact with are genuine and want {o do a goed job.

I've welt versed in the residentiol new ion p

s0 | need vory littie help.
e hand doesn't know what the right hand is doing somc of the time

Onty the imake staff, not any completeness reviewers.

checklists trump logic or process

service has become more ditucult

Bﬁl it fook 6 woeks this summer to get Taylor Horton o approve a Revisicn. | wasn'l expecling that.
75% of them do not give encugh information

Sometimes bui not always

Very young, inexperienced, haughty staff for intake

Rude and arogant would be more descnptive

They are gov. employees they dont care.

difforont answors from different poople

The only people worth talking 1o, never answer the phone or retum calls. They are rude, aloof, and impossible to
speak with. They mostly lack the knowledge to do their job

They want {o help, bul ofien they cant. | don't feel fike il's their fault, it's the cumborsome burcaucracy.
However, the forms and the information provided is very mislcading to even thom

Seveal hour wail ime not ok, bul when you do get help personnel is helpful.

some are, some not

Most do not answer calls or e-mails. It is usually a surprise when they do.

ty'sLike trying to get on the last fife boat off the titanic

Every reviewer has a differeni opinion in how to inferpre! codes

depends on the porson

Some ycs somo no

10/15/2014 12:10 PM
10/15/2014 11.45 AM
10/15/2014 11:36 AM
10/15/2014 11:24 AM
11512014 11:.06 AM
10/15/2014 11:04 AM
10/15/2014 10:51 AM

10/15/2014 1045 AM

10/15i2014 10:42 AM

16/15/2014 10:36 AM

10/15/2014 10:18 AM
104152014 10.18 AM
16/15/2014 10:17 AM
10/15/2014 10:14 AM
10/15/2014 10:11 AM
10/15/2014 10:08 AM
10415/2014 1000 AM
10/15/201 9:57 AM
10/15/2014 8:51 AM
10/15/2014 ©:47 AM
10/15/2014 8:38 AM
10/15/2014 9:26 AM
10/15/2014 9:21 AM
10/15/2014 9:18 AM
10/15/2014 9:17 AM
10/15/2014 913 AM

10/15/2014 9:13 AM

10/15/2014 9.13 AM
10/15/2014 9:11 AM
10/15/2014 9:11 AM
1071512014 9:11 AM
10/15:2014 910 AM
10415/2014 9:08 AV
10415/2014 9:05 AV
10/15/2014 9:05 AV

10/15/2014 9:04 AM
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08 Staff provides prompt feedback on
incomplete submittals.

Answered: 303 Shipped; 8
Strongly Agrec
Agree
No Opinion | :

Disagree

Strongly
Disagree
Not Applicable
D% 10% 20% 30% A0% 50% 60% 70% #0% 9€0% 100%
Answer Cholces Responses
Strongly Agree 6.93% 21
Agroo 2B.71% 87
No Opinion 10.23% 31
Disagree 25.74% 78
Strongly Disagree 26.73% L
Not Applicabic 1466% 5
Total 303
# Type any commaiits here Date
1 Generally. this feedback is prompt 111172011 644 AM
2 Our assigned revicwer was sick for a while, thus backiogged, so for us it was nat an efficient process, costing us 10i28/2014 12:44 PM
2-4 wooks
3 Too lang 10/28/2014 10:45 AM
a4 Ny Iast reviewer has done a vesy good job of giving mie feedback and masting with me to make sure that t 10/2812014 7:C0 AM
understood the feedback
5 the staff who respond are usually prompl. however, others never respond 10/23/2014 7:32 AM
6 somewhat agrae. t spama fike il takes too fong. but compared 1o other cities, its not bad 10/22/2014 11:34 AM
.
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T We got comments quite late, and only then do the raviowers telf us that somathing was missing, and oven that is 10/22/2014 8:15 AM
debatable
8 We typically have a pre view and sit down with all reviewers prior 1o submitting plans incorporating 10/20/2011 2.01 PM
recommendations only {o have an entrely different roviewer assigned the plans with o differing inferpretoion
creating new layers of conyplexity.
8 I've never gotien a completeness submittal back prior fo the 14 day deadtine. Then there is no timekine on a 10/20/2014 11:32 AM
compieteness resubmittal, so that can be drawn out even longer. In my opinion there shouldn'tbe a
compiciencss check that involves plan roviow. The checldist for tems in the plans should still be followad, but the
majority of comments | sce made af the comploteness stage should be formal commenls anyway and can vary
by reviewer. Save everyone two weeks by geting id of completeness review and going straight to formal,
10 In general. staff provides prompt f oni bmitlats. h . there have been muliiple 10/20/2014 1128 AM
of false i inations which ity prolong submittal imes for weeks at a time
when the submitial should have been determined as "complete” in the first place: More accuracy and attention to
dotail needs 1o be taken when revicwing submitisls, especially when malang comments which determine a
submitial 1o be tncomplete.
" It takes many weeks to gel comments. 10/20/2014 10:04 AM
12 The comments we get back makes H seem fike the reviewers never looked at the plans or don't know what they 10/20/2014 7 15 AM
are tooking at
13 basedon staff promises are very rarely met. is poor and i 10/18/2014 4:49 AM
14 once they pel fo them. yes. but that can take a while 10/17/2014 920 AM
15 the system has been backed up for yoars now 10/17/2014 7 48 AM
16 It depends on who is reviewing. | have had plans ‘lost for weeks, have only twice had a quick response, 10/16/2014 3.57 PV
17 Feedback is ofien not applicable, and City staff frequently loses papers and documents 10/168/2014 1151 AM
18 In many cases it has taken weeks or months to recerve notification that addiional information is neceasary. 10/168/2014 1151 AM
v
19 7 _J | SretFanning was particufarly heipful with 3 recent project that had lssues with impervious cover, 10/16/2014 7:00 AM
~ =
20 Depends on stafl member 10/15/2014 829 PM
21 Staft typically wait until the last possible day fo review submitials. Ropeatedly. | have had submitials be denied 10/15/2014 3.43 PM
because tha reviewers were 100 fazy 1o fiip through the documents that | submitted. | have been denied for not
have documents thal were later magically found atler 1 had 1o go out of my way to pick up the submittat packago
and show the reviewer that was foo lazy 1o do their job.
22 Take the full time. and then some. 10/15/2014 2:57 PM
23 1t depends if the permit center is backed up - if backed up - feedback takes a minimum of A8 hours for feedback. 10/15/2014 2:10 PM
2 Five trips to legal. Parfial response each time. 10/15i2014 1.43 PM
25 You are kidding night? 10/15/2014 1-43 PM
26 Incomplete submittals are generally not even faken info the system, and statf will provide foedback on what is 10/15/2014 1:42 PV
missing
27 Not necessariy 10/15/2014 .36 PM
28 Slow 10/15/2014 1:02 PM
28 Comments are genesally late. 10/15/2014 12:58 PM
30 The completeness check process is nol what it was onginally intended for, which was to flush out what was 10/15/2014 12:57 PM
lacking in the application submitial that made the application unable fo be adequaiely reviewed. Now staff from
all the departments reject an application for ilems which should be raised as issues dunng the review process.
Therefore, completeness check is now a full roviow Instead of its original intent. You cannot get statf to respond
to calls’emails in order 1o discuss a rejection that was i ly made. Appli have to wait for months to get
through the gate because of this existing system
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Staff ia continually late. The cument record for late comments is 29 days on the firsl review (so 58 days afier
formal submittat) and counting. The current record for an update submital is 24 days late (38 days total review
time). Plcase nofc that the 151 review time is regulaied ot 28 doys and updates arc to be compicied in ¥4 days.

Feedback is never prompt. Deadiines are frequently missed.

There are some PRDP staff who are not willing to i diately provide rej 10 appli when
raquosted whilo tho majority of tho staff will.

Ganerally you can got prefly solid feedback and His accurate

Thereisno ion, thus nto feedback

Complete disregard for tme and money that is jost waiting on responses

often, the person in ‘Intake’ accepis documents. but we find out after residential review that some items were
missing. it seems that a more effeclive intake would this ¢

Frequent rejection for minor ilems.
have walted several weehs for comments when H could have been discussad when the plans were submitied
Emails and phone messages go unaswered

Comploieness check comments are ofien ilems that are alreardy addressed, but overlooked by staff. Rtakes 2
week or two fo get these comments that have already been addressed

thoy ara hobblod by managemant. thoy dont have authority to do what thoy know is cighl. ecored of their jobs.
very poor management

is subjective, the received have not been timely in my opinion. | suggest you re-word this

question.

Compared 1o other permitting authomtics, they are the slowest
2 weeks prampt?

intake staff will but completeness reviwers will net

staff does not compietely or thoroughly review and often rejects comiele submiltals based on general checklist
review even if required materials along with letters explaining what the application is

Reviewers have begun kitking projects out of completeness for ticket items that should be addressed during
review not on whether or not the package is truly complote. IE offsite topo is a review comment. not an
incomplete package:

Susan Barr, Paul Yadro and Emily Layton have provided prompt feedbacic, but Taylor Horten has never replied to
my emails.

Keith Batcher is excellent at this

depends an the reviewer

an intake compleleness check time of 10 days is alrocious. 7

You never can get anyone to answer the phone or retum emails. This quéstlon is taugh out loud funny

Comment reporls come back in a Smoly manner if it isnt a joint application wiTravis County. Getting staff
members {o call back or email badk can be lengthy.

only when caught at input window
Most don't know whal a compleie submittal is and what comprises a complcie submittal is constonly changing,
Usually.

Prompt is relevant. A woek is 100 long. Add in the extremely cumbersome and iliegal 245 findings and it takes 2
wocks And the ap stort date is when we file for comploienoss check and not tho formal
submitlal, More often than not the denials are based on inforrnation that is on the plans already or based on non-
applicsble code provisions.

Waiting 6-8 weoks for comments not ok.

10/15/2014 12:56 PM

10/15/2014 11:53 AM

10/15/2014 11:24 AM

10/15/2014 11:08 AM
10/15/2014 11:04 AM
10/15/2014 10:51 AM
10/15/2014 10:45 AM

10162014 10:39 AM
10/15/2014 10:36 AM
1041502014 10:21 AM

10/15/2014 10:18 AM
10/15/2014 10:18 AM
10/15/2014 10:14 AM

10/15/2014 10:11 AM
101542014 10:08 AM
10;15/2014 10:00 AM

10/15/2014 9:57 AM

10/15/2014 9:47 AM

10/15/2014 9:47 AM

10/15/2014 9:26 AM
10415/2011 9:21 AM
10/15/2014 9:20 AM
10/15/2014 &:17 AM

10/15/2014 9:14 AM

10/15/2014 2:13 AM
10/15/2014 2:13 AM
10/15/2014 9:13 AM

10/15/2014 3:11 AM

10/15/2014 &:11 AM
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not particularly prompi

Seems to be taking more than 2 weeks these days.
one week or more - to never respond to an e-mail
They have improved over the course of the year

With the of 1 revi on sioff, tho f is only provided when you call & cmail numerous tinmes

Most of the time wait times vary fom 1 dat {0 7

10/15/2014 9:11 AM
1041512014 9:10 AV
10/15/2014 9:05 AM
10/15/2014 2.04 AM
10/15/2014 9:01 AM

10:15/2014 854 AM
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Q9 In general, did PDRD staff provide good
customer service.

Answered: 305  Skipped: §
Strongly Agree

Agree

No Opinion

Disagrec

Strongly
Disagree

Not Applicable
0% 10% 20% 0% 0% 0% 60% 70% 80% 0% 100%
Answer Cholces Responses
Strongly Agree 6.56% 20
Agree 3311% 101
No Opinion 1D16% 31
Disagree 27.87% a5
Sirangly Disagree 21.97% 67
Not Applicable 0.33% !
Total 305
# Type any comments here Date
1 Too many passes through the system are required due to incomplete review or lack of knowledge on the part of 1142014 12:36 PM
the reviewer
2 some of them give beter service then others 11742014 7:52 AM
3 " Asmuch as they can. One bad apple can throw this response off, though 117312014 12.22 PM
4 Lot'a of issues with this. Customer service does not appear o be an impariant consideration 11112014 6.44 AM
5 Some are better than others. And some statfis outright mean and unresponsive 10/30/2014 310 PM
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Many of the staff arc hosile. They act as though the are anin i . Fm sure thoy are tired of
being askod the same question a thousand times and deal with a fol of customers but if they would streamiing
the process and make it understandatle then maybe everyone would be happier. Having said ihat there are
some staff there that are great

depends on planner. days and waeks are ofien lost for no solid reason.

| believe most are doing their best with the tools provided. Others believe their leved of authority to be mere than it
is

They are friendly and atiempt to be helphul, They are empowered 1o say no. They are not rewarded for yes.

most are friendly. but the sylem by which we wait in line to sign in to speak with someone is rediculous. we're all
Hined up in front of the bathrooms and someone will ofton walk by and rudoly tell us to move out of the way of the
bathrooms. understandably. thoy don'{ want us 1o block the bathrooms, but then they should nof require us to line
up there. Even the DMV has figured out a better way—they allow you 16 take a number and go sit down. duh.

Depends on which staff you're taking aboul.
Paoplo are hotpiul and willing, but timing s slow 5o ovorall, no.
In the past 12 months, | would say the staff has boan heipful whon | am able to got in touch with them.

This disparity in the rovi often othor rovi We are unsure how somo roviowars have lastod
as long as they have. They would not have been allowed fo remain in their position under pas! directors lost
through atfrifion.

Painful px Lack of i hath ly and Y.

The Trathef T ion Team provides temble service. Thera Is no consistency with the process.
Staft s not rude. but Y the staff is amt or cannol to in a direct manner.

i there are any tons outside the pr it is nearly i ible 10 get a hold of anyone.

Very bad

nconsisient comespondence

Some staft members are very nice others acl as though there is no reason 1o he nice or prompl.

See ahove notes.

This

D on your of senvice.
but they need more staff for the volume and wait times

The slaff was nice enough. There are just not enough of them with high levels of expertise. | can't get answers in
2 timely manner.

again, depends on who you are dealing with 5t OTC
disregarding delays and the schedules
i scems that #t depends on who you get, what their mood is, what their cument work load is efe- very inconsistent

The front desk staff are great. Customer service with individual plan revi and ini varies.

You're joking. right? it's a known fact they're an unpredictable bunch.
your question is too generel
very nude. they think they are doing the customer a favor.

it depends on who the staff is that you are working with. Some are great. Others are non-responsive or siow 10
respond. Some do not respond at all.

Commerual intake staff and most resi d are friendly. knowledgeable, and helpful. Non-front-tine

and some residential revi do nol provide good cusiomer senvice
case by case basis / inconsistent

does not feel customer service oriented

10/28/2014 7.00 AM

10527/2014 3:33 PM

10i25/2014 12:34 PM

10/23/2814 12:04 PM

10/222014 11:34 AM

10/22/12014 8:15 AM
10/21/2014 8:03 AM
10/20/2014 8:20 PM

10/20/2014 2:01 PM

1042042014 11:32 AM
10/20:2014 1128 AM
1012012014 10.04 AM
1012012014 9:39 AM
10/20/2014 7:15 AM
10/18/2014 4:48 AM
104172014 6:15 PM
10/17/2014 2:54 PM
10/17i2014 12:39 PM
10/17/2014 11:20 AM
10/17/2014 10:09 AM

10/17/2014 7:48 AM
10/16/2014 6:32 PM
10/16/2014 3.57 PM
10/16/2011 11.61 AM
10/16/2011 7:08 AM
10/16/2044 6:33 AM
10/15/2014 3.37 PM

10/15/2014 1:51 PM
10/15/2014 1:42 PV

18/15/2014 1:36 PM

10/15/2014 1:27 PM
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37 All staff was very helpful 10/15/2014 1:02 PV
38 The stafl in residential intake from window o review are awesome! 10/15/2014 1:01 PV
39 Most are indifferent al best. 10/15/2014 12:58 PM
40 Stafi are there to tel you only what you ask for and no more. If you don't knew what to ask for you leave without 10/15/2014 12:57 PM
getting the advice you needed. Staff are eager to tell you what you cannot do. or what they feel you cannot do,
regardiess of what the Code says. They are not tmined 1o understand the reason for the Code provision and
therefore cannol explain why the information is needed. nor can they offer solutions or oplions to gain
compliance. Many times staff can do these things but feel that is not their job.
M With the exception of Lynda Courtney. She is the only one who cares 10158/2014 12:56 PM
a2 Return Phone calist. , and not a1 6:45 am. 10715/2614 12:.07 PM
43 Most, yes 10/45/2014 11:45 AM
a4 In goneral yos. Howaver, tum around fimes for submittals are part of providing good customer sorvico and to this 10/15/2014 11:24 AM
end the service provided is awful
15 Onco plans are in review, communication from reviewers is poor, They ofien ignore emads and phone calls, 10/15/2014 1119 AM
requiring one to spend hours al the Cily waiting 1o see them
46 i is nol the stalf per se but the processii 10/15/2014 11:06 AM
a7 Yes, in genoral 1071512014 11:068 AM
48 The individuals arc typically blc and helpful once | finally get to talk to a five person. Getling through the 10/15/2044 11:04 AM
firewsll is practically impossible. There is no phone number {o call 1o get an answer to 8 code or process
question. Messages lefl are not retsmed. | have left numerous messages for john MeDonald and have never
received 8 call back. When | mentioned this to someone when | finally gol 1o tak to a five person. the response
was "he always retumns his calis” If you repept a story often cnough, it eventually gets acceptied as the truth,
a9 Do not care what 50 ever aheut their inabiliies or processes 1o move things fimely, professionally and consistently | 10/95/2014 10.51 AV
50 no, they are burdened by this process and the volume of submissions. Mostly, they are nice people. 10/15/2014 10:45 AM
51 There are a few individual that prowde senvice, however overall | find tt's very difficult to get most 10/15/2041 1042 AM
ompioyces o roply
52 1 think there are certain people that are deing the bost that they can... 10/15/2014 10:36 AM
53 For the mosi parl yes. There are foxic personaliies though. The system neers to dense if's seif casier. 10/15/2014 10:20 AM
5 Less than a year ago, | had a reviewer avoid me by running away in the stairwell when { saw hin in the hall and 10/15/2014 1018 AM
called his name to ask o simple question aboul a project he was revicwing. Ho later ignored thot he did this when
I requasiad to moat with him
56 | had fo sign in and wait 4 lime. people who have to wail are the most jighly paid. we dont send helper 1o get 10/15/2014 10:18 AM
permits. il used 1o lake 1 visit. management doesnt frust its own siaff. let the people work and quil hobbling them
56 Enaormous wait times that would never be tolerated in the private sector and are not this way in other cily review 10/15/2014 10:18 AM
departments
57 The level of customer service provided would not stand if there were not a captive dient base. 10/15/2014 10:14 AM
58 no one answers phonces, rare responscs 1o email that | intliale, wan imes are ndiculous, the only process for 10/15/2014 10:11 AM
getting things done is sitting and waiting in their office and 1 ind that 1o be temibly inconvenient given all the
rnodem forms of commumcation
59 all good people. Wes Buckner is stellar on the inspection side 10415/2014 10:08 AM
80 Most were good, but one bad person can ruin the experience 10/15i2044 10°:04 AM
81 Inlake staff do but no others. 1071612014 10:00 AM
62 There are diamonds in the rough; g staff is and 1o provide good secrvice. Providing 10/15/2014 9.57 AM
solutions and assisting in geting through the process is the goal 2o good customer service, typically the
xpernt is that the V is 1o reject, retumn, ask for repetative information, and send the applicant fo
another depariment with 2 smile. Smiles are O£ cusiomer service bul results are betier,
.
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63 somp people - yes hut soma are poor at srvice 10/15/2014 8:54 AM
] “Keith Batcher is the best asset the rity has! The permilting cenier has terrible customer service. They rarely 10/15/20 14 9:52 AM
retum emails or phone cafls. They seem to be annoyed 1o answer questions. Not pleasant to deal with.
85 There have only been a few folks in the inlake process that have been really helpful 10/15/2014 9:52 AM
66 When you can gel a hold of them, | i gei good service B5OMB revi can be 10/15/2014 9:48 AM
extremely difficult 1o get a respones from via phone or email. i somatime takes us over a week to get a retumed
email or phone call and thal is with us following up with them daily in hopos 1o catch them on the phone.
67 Getling ahold of reviewers has proven o be difficull. Often times mecting in peraon of baing able fo speak with 10/15/2014 8:47 AM
someone over the phone provides more beneficial than writien pond! Yredund: dates. However due
10 the workload on staff vh was d d in person is forgs and alt prog; on apy
regressed. Frusirating 1o say the least.
68 They are generally friendly. but | see first-imers walk m and gel very frustrated with staff and the process. 10/16/2014 9:47 AM
89 That heavily depends on the reviewer, however as a whole i is nol good service because it only {akes one bad 10/15/2014 9-45 AM
reviewer to derail the approval process.
70 Pretty automatad process so don't have much interaction 1041872014 9:44 AM
7 Cerlain stsff members sre very hard to communicate with besause they do not answer the ielephone. email and 10/15/2044 8.38 AM
then gel upset when we show up to find out our answers. Nothing is consistent.
Iy At bast 1 usually find one person who helps me gel through the process 10/15i2011 9:38 AM
73 Some do...many donY. This is an afidude of "I don care™. 10/15/2014 9:28 AM
74 Not always at the DAC or Permit procossing conter 10/15/2014 9:26 AM
75 agan on the 10/15/2014 2:21 AM
76 staff does nol keep consisient B fo 5 hours. phone calls do not get promptly, requiring phone 104152014 9:20 AM
calls and emails to get responses. sometimes | have 1o send my sta#f down o sitin the lobby and request seeing
peoplo. there is no accountabilily over staff.
77 Ht is VERY hard 1o get in fouch with many reviewers 10/15/2014 9:14 AM
78 system 100 complex for staff 1o be effective 10/15/2014 9:13 AM
79 Some do and most don't 1011512014 9°11 AM
80 If you get seen in a timely manner, yes. 10/15/2014 8:11 AM
81 50-50 some good some bad. the longer people are with the city. the worse they get 10/15/2014 9:11 AM
82 1o fong of a time period for a permil approval 10/15/2014 9:05 AM
.
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Q10 In general, after application
acceptance, PDRD staff anticipated
obstacles early on and provided options
where they were available.

Answerea: 308 Skip

Strongly Agree

No Opinion

Disagree

Strongly
Disagrece

Not Applicable

0% 0% 20% 0% 0% 50% 60% 0% 80% 90% 100%
Answer Choices Responses
Strongly Agree 283% 8
Agree 15.76% 48
No Qpinion 11.18% 34
Disagree 35.53% 108
Strongly Disagree 33.22% 101
Not Applicable 1.64% 5
Total 304
# Type any comments here Date
1 7 Staff positions are based on personal agendas as ofien as on Code issugs. 11/4/2014 12:36 PM
2 At cvery point in the review process, | folt tike the PDRD staff was trying to discourage me from pursuing the 11/4/2014 5:57 AM
project or outright kill my project.
i In general, fhus does not happen mest of the time 117172014 €44 AM
4 there is @ strong cutiure of “how 1o say no” rather than trying 1o help complete the process 10/30/2014 12:11 PM
5 staft typically does not verbalize or provide assi 1o ohstad 10/28/2014 837 AM
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application naver approved. gave up trying

the: only thing the intake person does is check for scale and if we have all the paperwork. during the review, any
obstadle is stated, bul it is not clear how to locate the information they want. the City of Austin website is useless
when scarching for informafion thot is required on the permit applications. the website is uscless in searching for
building code as well,

As siated before we have a pi Y g with all revi: before we submit thereby eliminating
P ital discrepancies or omi Hi is only after wards as much as & weeks fater that the plans are assigned
toa ] who's inferp adds yesi another layer of obstacies 1o the process.

Too ofien have | gotien almost through the process and had a new come up that I d the
enlire permithng process.

No Issues and problems with Traffic Impact Analysis for particutar project are identified much later in the process
when those spocific itoms could have very casily been idantified by Staff in tha beginning

Not only did they not provide reasonable options, bui missed a significant reqs inthe b 1 and tost

us quite 8 bit of money. No remedy for his mistske.

Complox codes and poorly written ordinances do not allow staff to successfully holp customers.

generally, yos

somcdimes - some reviewers are real team players, athers are anti- anything you're are trying o actomplish
G and A time is limited and reviewers don't really go out of their way to heip

The PDRD CREATED the obstacles.

Most obstacles are not avcided. solutions are not p ted.

You rarcly get a response unless you gxy. In addition, obstacies wore put up for seemingly random reasons.
not their job
They don't care

Statf does not provide options on anything. Their first review Is usually superficial and does not address any
tochinncal ospects. if something is wrong, they reference o section of code and make you inferpret what is wrong
on your own.

Reviewers do not atiempt to clarify things that they do not understand. They simply roject.
thad a building pammit “appealed” once. The applicant tailed, but wow. Did not know that obstacle existed.

Disagree. Many imes, obsiacles aren'l dlearly identfied or priorifized, so thal major project-stopping issues areny
addressed unlil several submittals int

| typically receive 2-3 rounds of NEW on Proj and site plan exempfions. Residential
roviewoers on the other hand typ y provide P fo it their initial comments.

nawigating waters difficull / depts. dan talk to each other
Caompletely not the case. In most cases, staff add to thoir comments after thair 3rd or 4th review.
See previous comments

| was actually told | performed too much due diligence by a reviewer the other day. There are too many
ing codes, conflicling design guidelines and icting policias. Also, policies vary from reviewer o
roviewer,

Conslanfly get sent fo dificrent depariments, who then send me somewhere else, Usually have o see 4.5 people
on what should be a simple question or issue

Obstacles are often license agreements, easements, UDAs. i takes legal forever to do anything.

Statt does not usually provide solutions; rather they will prop by the
With 4-5 wocks before an nccopted application ever gols looked at, this would be immpossible

There is very litile facilitation. More an atiempt 1o identify but often that have no

offoct on whethor a plan should be approved.

10/26/2014 11:50 AM

1072212014 11:34 AM

10/20/2014 2.1 PV

10/2072014 11:32 AM

1020/2014 11:28 AM

10/17/2014 2:54 PM

10/17/2014 1.01 PM
10/17/2014 9:20 AM
10/17/2014 7:48 AM
10/18/2014 3:57 PV
10/16/2014 1:44 PM
10/16/2014 11:51 AM
10/16/2014 7:08 AM
10/16/2014 6:33 AM
10/152014 5:16 PV

10/15/2014 3:43 PM

10/15/2014 219 PM
1041512014 2:15 PM

10/15/2014 1:51 PM

10152014 1:42 PM

10/15/2014 1:36 PM
10/15/2014 12.58 PM
10/16/2014 12:67 PV

10/15/2014 12:56 PM

10/15/2014 12:16 PM

1041512014 12.07 PM
10/15/2014 1153 AM
10/15/2014 11:45 AM

10/15/2014 11:18 AM
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35 NO! This is the main beef. You get a building permit and think you'e on your way, only to find there canbe as 10/15/2014 11:06 AM
many as 3 dozen new obstacies for which permits must be secured. | finally have an excelient self-made checklist
1 would happily share with you upon request. It rocks, evenif | say so myself.
k' again no iration, 5o no ipation, no options. 10/15/2014 11:04 AM
37 No one I've dealt with {which is many) ever assist in this aroa, ever 10/15/2014 10:51 AM
38 very rarcly have oplions been provided- more to the fune of “this does not comply with the latest interpratation” 10/15/2014 10:36 AM
39 thoy told me | could nt have namas for bulidjngs and | had to have njmbers. absurd! also they told me the address | 10/15/2014 10:18 AM
was not on AMANDA. it was. wasted so much of my tme.
10 No, plans are rejected without there ever being & discussion. 10/15/2014 10:18 AM
41 Staff would say it's not their job 1o offer suggestions. 10/15/2014 10.17 AM
42 problem identification. probiem sotving skills. communication and follow through are facking 10/15/2014 10:14 AM
a3 Never provide oplions only commensi most of which have nothing to do with the actual project but sre just wross 10/15/2014 10:00 AM
the T's dot the I's type comments
M " ﬂwre were a s!rongty 1o a higher power oplion, il would be selecled. Suggestion: most other Cilies provide a 10/15/2011 9.57 AM
Ip t in-person ting where ALL of the departments who will review during the process sit down
wnh the applicant and review the pro-submittal package 1o fully vet oul any major cbstacles. Currently naw
and found can arise 3l any tme: a1 tho cnd of the permit process (say last round of
comments), license agreemetn review, legal review, o during when insp overurn &
approved plans.
45 Comm Building - yes / Site Review - very poor 10/15/2014 9:51 AM
46 Very few oplions are provided and often project kilfing comments. ie withdraw and resubmit. will be inserted atter 1011562014 ©:47 AV
& months of pemitting. We have also been experiencing new raviewers midway through the permit process. This
s cssomually starting over
47 That would be nico, bul thoy don’l spend cnough time looking ovor the applicotion and plans carly on. 10/15/2014 9.47 AV
48 Often ohstacles are ereated. 10/15/2014 9.28 AM
49 In residential review, yes - Keith Batcher does 10/15/2014 9:26 AV
50 options ara rarely presented 10415/2011 9:21 AM
51 Isthis a joke? they are never helpful 10/16i2014 9:17 AM
52 Never had this happen 10/15{2014 9:13 AM
53 On one projoct they advised us 1o go in a particular direction and then when we fumed in for pormitting, we had 1o | 10/15/2014 9:13 AM
ehange directi I . it delayed 9 months.
54 not at all 10/15/2014 9:11 AM
55 THis 5 my single biggest complaint. Seems that major tems do not come up untit just before permil is issued. 1071512044 9:10 AM
56 never 10/15/2014 9:05 AM
.
Austin, Texas 40 Zucker Systems

 p—



Planning & Development Review Department Customer Survey - Austin, TX

311 Have you experienced a situation
where your project was delayed by a
problem that should have been identified
during initial review?

Strongly Agroo
Agree
No Opinion |
Dlesgros E
Strongly
Disagree
Not Applicable
0% 10% 20% 30% 0% 50% 60% 70% 80% 90% 100%
Answer Cholces Responses
Strongly Agree 46.71% 112
Agree 20.81% 90
No Qpinion 9.87% 3t
Disagrea T7.57T% 23
Strongly Disagroe 1.32% 4
Not Applicable 4.93% 15
Totat 204
# Type any comments here Date
1 PDRD siaff repeatadly toid us that they were unsure which guidelines applied 1o us - the solttion was 1o "kick” us 117472014 557 AV
from one review board fo another and never get a straight answer. )
2 staff ofien changes their opinion on a project and makes #i ditficult 1o anticipate what will happen during review 10/28/2011 9.37 AV
3 City reviaw of water line size indicated wa were fine, inspector made us tear up concrate to replace the watering, 10528/2014 12:44 PM
which fumed out fo be in fina condifion despite his opinion it would be msufficient. added aboui $2k and 1 wock
4 We have frequently encountered new issues during the third and fourth review of site plan and subdivision 10/25i2014 12:34 PM
applications.
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Planning & Development Review Department Customer Survey - Austin, TX

Yes, | was retagged for months because they had the wronp address when looking up permid but not when
pulling a hold and violation on property.

| had a permit approved and issued only fo have it the neighborhood s rules

trumped the City of Austin niles

As stated before this is oflen the occumence. In the past the time from of prelin to actual review was aprox. 2
weeks. Now it is as long as 6 weeks or more. It is assigned {0 another set of eyes and it ofien seems they are not
actualling reading the plans making comnents that are in fact on the plans. Then aking yel another month i
respond to those comments

Yes. this has happend with new comments from EV, AE. and AWU.

Probloms in tho plans are my problom and the dosign team can solve theose issups. Wae jusi noed the permit
process to be oxpedited and have tho cily got oul of tho way.

Rovigwer missed listing the wo were undor SOS which weuld have affecied our decision.
| have nol experiencod this situation

it by initial review you meon pro-intoke. ne. | have hod projects delayed by issues roised by inspectors thal were
nol raised by reviewers

pool and plumbing review is probably the worst
the inifial review is delayed
We have received new commients on second or third reviews on many occasions

Yes. At one point. they asked us fo re-zone when in fact thal process had been compleled years ago. We then
had fo walk downstairs to obtain a copy of proot of that rezoning and then tome back ancther day to prove i
Clearly, efficiency is the city's last concern,

delays associated with lack of eccountabrity
People should be told to do fire pressure test durng design to reduce permm review & wail tme
inaccurale information given at inittal review

As noted above, most inlfial reviews that | have experienced the reviewers do not look at the technical aspecls
and only comment on the “easy ltems" because they know we will have to resubmit anyways. | have been
dsided by technical s in lofer issions b of this

Happens all too frequently, though typically has 1o do with AWU
Yesl!! Yesl!

Not ofien, but it has happened.

on every project this sifuation appenrs

Weeks lost due 1o City Surveyor having to review easement that could have heen review 172 year earlier. View
corridor fook 1/2 yoar 1o approve 3nd site plan on site / 40" below adjacent buidings.

| just waitcd 6 months for 9 reviow of a 2 page SER

1 have ( d 50 many si s like this that if is impossible fo relate all of them here.
No one can anlicipate the complexities. So. It might be cumbersome,

The first round of comments is typically a “file, save as, prin” scenario from any prior project. | would estimate
that 25% of the ara for g that is already in the plan set.

This is the norm. It appears that we do not get a full review until the third update and 5 months ino the process.

Owners constantly 1ofl us thoy don't want 1o pull o permit because they can't wad the 6 months to got everything
for a simple remodel or addition. Houston turns it in a day or 2

1 is a frequent occurrence o have new comments on the second or third update.
Not an everyday oscumence, b il does happen

Yes.

10/23/2014 12:04 PM

10/22/2014 11:34 AM

10/20/2014 2:01 PM

10/20/2014 11:32 AM

10/20/2014 7:15 AM

10/17/2014 2:54 PM
10/17/2014 12:39 PM

10/17/2014 9:20 AM

10/17/2014 7:48 AM
10/16/2014 6:32 PV
10/16/2014 11:51 AM
10/16/2014 7:08 AM

10/16/2014 6.33 AM
10/15/2014 829 PM
10/15/2014 4.51 PV
10/15/2014 3:43 PM

10/15/2014 2:57 PM
10/15/2014 2.30 PM
10/15/2014 2.19 PM
10/15/2014 1:45 PV

10/15/2014 1:43 PM

10/15/2014 1:43 PM
101572014 1:42 PM
1041512094 1:02 PM
10/15/2014 12:58 PA

10/15/2014 12:56 PM

10/15/2014 12:16 PM

10/15/2014 11:53 AM
10/15/2014 11:45 AM

10/15/2014 11:21 AM
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Planning & Development Review Department Customer Survey - Austin, TX

35 This should be a yes or no question. My answer is no.

36 One oceassion recently that held up for over a month

ar More than once!

38 To date has cost my business over SS0.000 and no one within the city could careless their impact on my business
or farnily

39 One one case, we paid for a consultation and met with Department heads al the DRC to review challenges with a

particular site. We were advised a cenain direction, and foliswed their advice. It was only during residential
permit rovicw that an cror was discovered, and we were direcied to the Board of Adjustments for 3 variance. Our
permitting process has taken 6 months from original submission. In short, staff is SOMETIMES able to anticipate
obstacies, and SOMETIMES accurate in their advice.

10/15/2014 11:08 AM
1041512014 11:07 AM
1041512014 11:06 AM

10/16/2014 10:51 AM

10/15/2014 10:45 AM

an have had several pre-submittal reviews with cicar dircction from staff that was not consistent with the comments 1041572014 10:36 AM
from the review
n take the cutfs off and i1 your employees work 10415/2014 10:18 AM
12 Was told sfier plans were rejecled we needed an Erosion Hazard Analysis. This could have been done months 10/15/2014 10:18 AM
prior
43 Again, itis a systemic problem rooted in communication, follow through and a sense of urgency. The disconnact 1041572014 10:14 AM
is in percelved sense of urgency botween cliont and customer,
44 Toams/statt shoukd be avaitbale on 2 30 minulc basis onc day por woek to rveiow site plans on o casuol basis 10/15/2014 10:00 AM
and make comments before it gels submitted. !
45 On far oo many of our projects. 10/15/2014 957 AM
46 Site Utility 10/15/2014 9 54 AM
47 We have had issuss when they have used other reviewers to deal with volume bullders thot arent familar with the — 10/15/2014 9:52 AM
procesa. It Keith is out on vacafion or sick, no one can help. Austinis too big 0o fimit themselves o one reviewer
for valume builders.
48 Yes frequentty we get formal comments that are the generic comments and it doesn appesr our plans were 10/15/2014 9 48 AM
actually openad up and reviewerd, so the true review happens with our first update which makes the process
longer for cvoryono.
48 sometimies in some depariments 10/15/2014 8 26 AM
50 vague efpsion zone requirements held up project 10/15/2014 921 AM
51 those | have dealt with have anticipated problems with a design and offered feedhack 10/16/2014 9:20 AM
52 Every job 10/15/2014 917 AM
53 See No. 10 sbove 10/15/2014 9:13 AM
54 Many failures 16 simply check of un chock boxes that delayed projocts 10/15/2014 905 AM
55 In our experience, our commerical projects in Austin have longer permiitting/construction timeline due to 10/15/2014 902 AM
overlapped or issues being made afler initial review
.
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Planning & Decvelopment Review Department Customer Survey - Austin, TX

112 Review services were completed by the
date promised.

Answered: 305 Skipped: 5

Strongly Agree

Agree
No Gpinion | |
ol -
Strongly
Disagree
Not Applicable
0% 10% 20% 30% 40% 50% 60% 70% 80% 50% 100%
Answer Choices Responses
Strongly Agree 230% 7
Agree 15.41% 47
No Opinion 0.84% 30
Disagree 20.51% o0
Stongly Disagroe 41.31% 126
Not Applicable 1.64% 5
Totat 305
# Type any commants hore Dato
1 Very rargly. 1142014 12:36 PM
2 Naothing should take as long as our review process - every part was cumbersome. 114412014 5 57 A
3 In general, there is no exy ion that senvices will be comy by a promised date. 11172014 644 AM
1 Almost never are the review senvices completed by the date promised. Constant issue. 1013012011 3:10 PM
5 dates are ofien seldom to never kept by city staff 10/29/2014 ©.37 AM
6 due to mutpie deptariments being mvolved no one seemed in charge of our application except us. 1042812014 12:44 PM
7 never any promised date 10/23/2014 7.32 AM
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8 much imp t over last 10/22/2014 11:34 AM
9 Only quick reviews are comy on time. Everything else is late 7 10/22/2014 8:15 AM
10 Not sure what the promised date was. 10i21/2014 8:03 AM
1" Many many weeks Iate, especislly for SMART Housing. 10/2172014 6.38 AM
12 The reviows have note becn completed by the date promised since Jan, 2013 10/20/2014 2.01 PM
13 Varics o lot, but I'd say comments are more late than on §me or carty, 10/20/2014 11:32 AM
14 This has been a longslanding problem within PDRD which needs 1o be addressed. Siteplan formal review 10/20/2014 11:28 AM

comments are being delayed 1-2 weeks mare than the allowed deadline (4 week review). This is unacceptable
and unprofessional.Changes nood fo tako placo to moot theso doadlinos or formally oxtond tho allolod roviow

deadiines,
15 Only after constant and forcehsd reminders 10/20/2014 11.‘62 AM
16 il takos many weeks 1o gel comments back 1042012014 10:04 AM
17 Roviaw times ofien change. Right now itis about 2 weeks but not long ago it was over 3 weeks 10/20/2014 8 09 AM
18 ahlvays late 10/20/2014 7:15 AM
19 ahways at lease 2 weeks hehinrl. paperwork mispt: i z d 10/18/2014 4:49 AM
20 Dates are never provided 10/17/2014 6:15 P
21 We waere held to the calendar but they were constantly Iate in their required dates 10/17/2044 2 54 PM
22 that's aciually never happenod 10/17/2014 9:20 AM
23 notoriously fate 10/17/2014 7 48 AM
21 dates are not promised 10/16/2014 513 PM
25 Every project in the last 4 years has been iate, by ai least 4-8 weeks. 10416/2014 11:51 AM
28 | cannot remember the last tme fhus happened 10/16/2014 11:51 AM
27 Missecd the mark by 3 number of MONTHS 10/16/2014 708 AM
28 | have never boen told an exact date o cxpect a review to be complete 10/16/2014 7:00 AM
25 Are you kidding.?? 10/16/2014 6 33 AM
30 Itvaries. | have had reviews take 4 months if involving historic review & fire pressure test 10415/2014 8 29 PV
3 this citys permitting is a joke. the time it takes 1o get through review is RIDICULOUS! look at any other major citys | 10/15/2014 7:47 PM

nemitting depariment and seo that austinlags WAY behind in i this is an incfficient h y

bureaucrats are preserving their own jobs. ausiin city permitling you SUCK!
32 g for ical roviow 10/15/2014 4 54 PM
3 pamiiiting is ofien nover done In a speedy manner 10152014 4.51 PM
M As a rule of thumb, | tell my clients to expect the City 1o be 1 10 2 weeks Iate in tholr reviews. | recelved comments | 10/15/2014 343 PM

on my last submitial two weeks afier the promised date.
38 Wishtul thinking, 10i16/2014 3:37 PM
36 Typicatly 7-10 days late 10/15/2014 2.57 PV
37 Is this a tnck question? Never in the past scveral years 10/15/2014 2:30 PV
38 Generally. yos, but not always. 10/15/2014 2.19 PM
39 we have exg d delays in response letiers & in getting initial e bark from comy e 10/15:2014 1:51 PM

submitials. We regularly toil clients that permit revicw will likety take fonger than the anticipatod review time
40 this NEVER happens! 10/15/2014 1:45 PM
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Planning & Development Review Department Customer Survey - Austin, TX

Gne year two months to oblain a permi for 14 Markot and 2 Affordablo Townhousas. Any othar Toxas jurisdittion
would have had it completed in 120 days,

Now you are making me chuckle

There are not enough check marks | 6an put by "strongly disagres” to convey the ack of imeliness of reviews. |
have had projects gef cancelied (and lost fecs and income) waiting for reviews

inconsisten! results

no dates promisad. reviaws ranged between 1-8 waeks

sompleiion dales are usually 3‘-.4 weeks behind the published jumnaround imes
xiadd

Minimum 2 weoks late. Period.

1% of the: e, the cily makes their deadines

You have no idea when you will actyally get a response from the city

Not always, but mostly

Most were late. Many were incomplete.

Deadlrines are almos! ahvays missed, especially by DAC.

Excepting "QT" reviows, | have nover seen this happen. Not one single time,
NEVER hos a promised dale been met.

NEVER. EVER. Not in many, many years

Afmost never

Generally speslong. yes

Youre kidding, right? What promisc?

Always delayed tor one roason or anothor

no dales ara ever promised. If | submit o soff-corlifiod permit (per archidert guidelines) i 's approved in
2 days. sometimoes 3-4 weeks Requi and review dards for each project have varied. as well.

Some departments lag

they do not promise they will review by a cerlain date- it says 7 days on the receipt but they verbally telf you at
intake thal it may take longer based on current volume

a survey cannot conlain my resentment with the current status quo.

Comments arc being dolayed morc ofien now. Some revicwers haven't cven sioried their review by the fime the
vomment report is due

they didnt send me the email Lwas promised, | had fo call to see if i was approved

Out of 30 pemits we've submiticd mayhe 1 or 2 have come out when promised

I've never received a “date promised”

watting 3 weeks for 2 kitchen remodet in existing space without a date promised is not acceptable

Almost every project has days added because they are lale.

10/15/2014 1:43 PM

10/15/2014 1:43 PM

10/15/2014 1:42 PM

10/15/2014 1:36 PM

10/16/2014 1:27 PM

10/15/20141 1.08 PM

10/15/2014 1:02 PM

10/15/2014 12:58 PM
10/15/2014 12:56 PM
10415/2014 12:16 PW
10/15/2014 12:10 PM
1071512014 12:67 PM
16/15/2014 11:53 AM
10/15/2014 11:45 AM
10/15/2014 11:33 AM
1041572014 11:24 AM
10/15/2014 11:10 AM
10/15/2014 11:06 AM
10/15/12014 11:04 AM
10/15/2014 10:51 AN

10/15/2014 10:45 AM

10/15/2014 10:41 AM

10/15/2014 10:36 AM

10/15/2014 10:20 AM

10/15/2014 10:18 AM

10415/2014 10:18 AM
10415/2014 10:18 AM
1011572014 10:11 AM
10/15/2014 10:00 AM
1041512014 10:00 AM
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71 If there were a strongly to a higher power option. il would be selected. Typically review is complied several days 10/15/2014 9.57 AM

late with certain depariments and individuals being more apt to delay (fire. etc). Most reviewers only BEGIN fo

revicw plans one or two days prior to the deadline and do not contact the applicant if there are any quesions.

aboul the submittal or previous comment response. This leads 1o the same reivew comments and then applcants

hawing to meet with reviewers to sit down and discuss ravew commicnts. As reivews are aither formal or informal,

most reviewers prefer o keep everything forma) as it helps predict workload and deadlines. This doesn't seem to

help in clearing ts or helping projects move through permitting: #l only helps them send out the same

comments again and again With the level of complex projects and d ! code i as

well as comments thal confiict different reviewing dep . 3 betler solution is needed. Also - with

staffs busyneas, seiing a mecting typically 1akes one to two wecks. Receiving a refum call from staff within one

wecek is considered surcess. |
72 The review services take so long by the time 10/15/2014 9.52 AM
73 Formmal comments are late 8 mes out of 10, and are usually hung up with Fire and AWU. We are usually able 1o 10/15/2014 9 48 AM

get draft comments but not untll there is only 1 i . 1hink iis should be issued the date

they arc due how many are missing and the engincer shouldnt have fo request the

comments. they shoukl automatically be sent oul since they are due.
74 Over 40 days have been added lo my projeci due o delayed reporls. 10/15/2014 9 47 AM
7% usually 7-10 days. They seem {o always walt that long and not sooner. 10/15/2014 9:47 AM
76 Often the fire reviewer is 1-3 weeks late. 10/15/2044 9:45 AM
77 No in regard fo the Tree permil review process 10/15/2014 9:26 AM
78 City review deadlines are the bigges! joke in town. 10/15/2014 9.18 AM
79 never is this true 10/15/2014 9:17 AM
80 nover with joint fravis county applications. 10/15/2014 9:14 AM
81 Never. Not once. Usually il is woeks late. 10/15/2014 913 AV
82 Usually thoy'vo been socveral weoks behind, 1041502014 213 AV
83 Qtten the roview back is ot 10/15/2014 9:11 AM
84 It took seven months in get a building pemiit af one paint 10/15/2014 9:05 AM
85 There are many caveats placed on the delivery date that are not made clear at the time of infake. 10/15/2014 8:59 AM
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213 Do you know what the City's stated
review times were for your application?

Yos
No
0% 10% 20% 30% A40% 50% 0% % 0% 0% 100%

Answer Cholces Responses

Yes 71.80% 218

No 28.20% 86
Total 305
# Type any comments here Date
1 It was unciear, 11442014 557 AM
2 In general. tho stated review smes scem to refer to 7 doy and 21 doy roview timos bul we know those have no 11712014 6:44 AM

basis in reality
3 7 calendar days  End up 3 weeks 10/28/2014 10:45 AM
4 W's usually 2.4 weeks seems like along time, but other cifies seem 10 have just as long as a eview time 10/22/2014 11:34 AM
8 That mformation can be found on the development review site 10420420141 2:01 PM
[ Per eode, | believe t's 4 weeks. I'm currently en Week waiting for initial comments. 102042014 11:20 AM
7 Usuatly we do not knew how leng d will take, except frem experience 1042052014 551 AV
8 yes. they siaie the dale on the master report... along with their delivery date. so # of days late are clearly noted 10/17/2014 7:48 AM
9 ...and they are not applicable 10/16/2014 6:32 PM
10 t was tald 21 days. Fastest turnaround was 70 days in the last 4 years 10/16/2014 11:51 AM
" providad but nover met in the last 3-4 years 10/16/2014 6:33 AM
12 yes i do and its nidiculous. do you know how many clients i have thal actually the p t ils 10/15/2014 7:47 P¥
so inefficient and cumbersome??
13 who knows from one day to the next 10i15/2014 4:54 PM
14 © months. (Short staff) 10;15/2014 3:37 PM
15 Stated review fimes are nof always med, due fo volume. However, | am usually given a more realistic goal. 10/15/2014 2:18 PM
16 1 know what they are, and that they mean nothing. 104152014 1. 42 PM
17 and they have been 3-4 weeks behind that 10/15/2014 1:08 PM
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18 Site roview was brutal. 10/15/2014 1:02 PM
19 Quiside of PDR, other depariments could care less if the slafi.rcvicw cases in a timely manner 10/15/2014 12:57 PM
20 28 days for initial site plan review and 14 days for updates 10/15/2014 12:56 PM
21 1- 6 months 10/156/2014 12:38 PM
22 21 day reviews have an expecied 45 day turn around with the Commercial Plan Dept. The Health Deptis 10/1612014 11.24 AM

supposed to have a fen day review. where 've been told their current fimetable is 14 days. and the process

actually took 27 days.
23 | know what it should be but never ks as stated 10/15/2014 1051 AM
Pl 1t says 7 days 10/15/2014 10:36 AM
25 Somefimes.. lhis goes back io commumication 10/15/2014 10:14 AM
26 3 waeks for kiichen remodel inside a houss is ridiculous 10/15/2014 10:08 AM
27 1 know thatit can toko up to 7 days for an application to show tal # is in roviow from tho dale that wo submitted 10/15/2014 9:52 AM

the application
20 The daim has been 21 days for plan review. 10/16/2014 852 AM
29 W doesn't matler. The only thing that has come in on time is some quick turn around permits. 10/15/2014 9:28 AM
30 somewhat 10/15/2014 928 AM
3 nol alwoys 10/15/2014 9:21 AM
a2 1 knew what | was told. 10/15/2014 9 19 AM
a3 to frustrating 1o ask 10152014 917 AM
M Never had anything reviewed within | ised ime ling 10/16/2014 911 AM
35 Seoms that Fire has il's own set of rules. 10/15/2014 9:10 AM
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14 PDRD's promised delivery dates are
reasonable and acceptable.

Strongly Agree

No Oplnlon |

Disagree

Strongly
Disagree

Not Applicable

0% 0% 20% 30% 40% 50% 0% 0% 80% 0% 100%

Answer Cholces Responses
Strangly Agree 5.28% 16
Agree 31.02% o
No Opinion 11.88% 36
Disagree 26.40% a0
Stronply Disagree 23.76% 72
Net Appicabie 1.85% 5

Totat 303

# Type any commonts hore Date

1 if thay would hold 1o them. 11/412014 12:36 PM

2 Hardly. 11412014 557 AM

3 contraciors and clients both know the city has ridiculously long review times 117372011 1:13 PM

4 Depends on the reviewer 115212014 7.22 PM

5 If the actusl dales were reslized it wouid be r ble and P but there is no correlation botween 111112014 8:44 AM

prormised dates and aclual dales so can't agree with this siatement

6 Not aware of promiscd delivery dales 10/28/2014 3 00 PV

7 il statf can keepr with the dales, they would be reasonable 10/29/2014 9 37 AM

.
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8 soems like 100 long. but seems 10 be in linc with other citics'. 10/22/2014 1134 AM
f The current delivery dates are running 6 wecks, with anofher month for Thatis not table. Often 10/20/2014 2:01 PM
times we must direct clients with a close window of opporiunity to develop in an other city.
10 1t's still difficult to meet the 6 mo. permit imeline though. 10i20/2014 11:32 AM
1 This has been a longstanding problem within PDRD which needs to be addressed. Sieplan formal raview 1072042014 11:20 AM
comments are being delayed 1-2 wecks more than the allowed deadline (4 week roview). This is unacceptable
and unprofessional Changes need to take place to meet these deadlines or formally exiend the allofed review
deadines.
12 They are nover met. 1072072014 11:25 AM
13 1 don't know what the defivery timeframes are 10/2042014 10.15 AM
" dates are promised, bt are not always met. 10/20/2014 9:53 AM
15 They have been up 10 3 morhs for a residential remodet! 10j20/2014 9.39 AM
16 If the review time 15 less than 2 weeks it is reasonable and accepiable. 10/20/2014 8:09 AM
17 Tum around lime is a joke. 10/20/2014 7 15 AM
18 When provided. they are reasonable. 1042072014 5. 51 AM
19 however, they do not adhere 1o those imelines? 10/19/2014 11:51 AM
20 They never prowde a daie and usually refuse fo give any sor of timeline 10417/2014 6 15 PV
21 it ali depends on the market. 10/17/2014 9:20 AV
22 if they deliver on time 10/1772014 7 48 AM
2 promised haha 10/16/2014 6:32 PM
P2l | was teld 10 "get in line". The long raview times are afferting all of my commeraal clients, 10/16/2014 171:51 AM
25 3 woeks is 3 very long timo o wait for a permit, Any other city | doal with is up 1o a waek, usually less, ! 10/16/2014 7.00 AM
undersiand Austin is a bigger city than most, but 2 weeks should b the maximum wait
26 site plans hould not take a year o process 10/16/2014 6.33 AM
27 It is costly for home owners to swim up to 4 months for review process to be completed 10/16/2014 8.29 PM
28 They just don't meet delivery datas not even close and once again don' care 10/15/2014 5:16 PM
20 | believe the review times are reasonable. but unforiunately, they are not followed by PDRD and there is no 10/16/2014 3:43 PM
penalty when they are lale. They simply add addiional days to the expiration date which does nothing to help my
clent's sehedule.
30 They are reasonable, given the volume, and besides, what else are you going to do? 10/15/2014 2 19 PM
31 promised dates are - aciual dates are not! 10/15/2014 1.51 PM
32 The promised defivery dales mean nothing. They are 100 fong 1o bepin with, especially in residential. | have had 10/1572014 1:42 PV
the situation occur, where, to meet a "pr deadline.” the revi did not look at the documents at all. it
just rejected the application to getil off histher desk
33 they are reasonable bud never adhered 1o 10/15/2014 1°36 PM
A better racandy, but 6-8 weeks was unnaccaptable 10/15/2014 1:27 PM
35 Except PUD zoning tskes much longer than other zoning. like Senior revi could use help 10/15/2014 1 01 PM
36 They may be reasonabie if the ime frames were met. 10/15/2014 12:58 PM
37 PDR is not the anly problem. You have to ider all the dey involved in the review of an application 10/15/2014 12:57 PM
and make each department accountable 10 work together to get a project out on time.
38 Most other cities in the area and across the state guaraniee review times that are shorter in durafion and actually 10/15/2014 12:56 PM
hit them
.
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they arc getling better
Even the promised dates are oo long

The dates that they are d 1o have

P *

d, yes. The actsal tength of time, no.

The d backlogs areri 1 have had a number of projects submi for Pre-liminary Plan Reviews to
try and oﬂset minor comments that may come up in the review process and each ime new comments come up

that weren't caught in the PPR, sa that pracess does nof seem to be helping.

the imes siated are acteptable but not adhered 1o

It expectations were met they would be reasonabie, hut it should not take months and months for ample single
family homes

Arhor division is vory slow. Sidawalk waivers can be defayed up to 3 months, an ouirage. especially when
rejecied atler such long wails.

“They can'l be reasonable and acceplable when they don't exist.
there are no ‘promiscd dalivery dales’

they do not mean anything

there is ne promise and all review depts are behind

1 don't beliave the initial review should take 28 days. Far toa long. especially when a 1ot of the commenis are
canned and some of them arc indoed already addressed on our plans. 28 days is basically allows them 1o delay
starting thoir review for aboud 25 days.

Wo've waited 4 months af times for a residential pemait review,

i o not know tracking information, work volume, avg hours per review. Therefore, | do not have enough data to
answer this question

might bo currentlysiast permit issue was 3 months ago

On tems that have set reeacw times by LDG, hut not other ilems lhal el lmo grnv arcas with no set fime limil and
no way 1o track it. Examples are UDA’s and E ts? |

Sile plans rarely if ever can be completed within 6 morths. Mainly due to comments that are staff opinion mainly
in regards to drainage design.

Really large pro]ecls should be longer review so the smalier p!ojecl-a can get processed qiucker

1 believe plan review is officiont bul the pormitting center is not responsive at all. It can 1ok two weeks from the
time we recelfve an approval before the permit is ready {o be picked up.

1f they were aclually maot, yes.
They do not live up to their own datos

They just arent met. irenic in a sysiem where when an applicant misses a dealine the resuft it termination of
project.

They are reasonable and acceptable. however if thoy are NEVER mot this defining them as.
and acceptable.

They have been much betler for the last 6 months.
has gotien belter in past 12 months

the actual time it takes is unreasonablo

the pr dates are
They would be if they ever met the deadines.

2 weeks for residerial max.

I shouldn't take 30 1o 46 days to review plans that coniain miner changes.
Never had anylhing returned byl the promised delivery date.

staff meets delivery dates usually with now objoctions.

the turn around time is the worstin Central Texas

10/15/2014 12:38 PM
10/15/2014 11:53 AM
10415/2¢14 11:45 AM

10416/2014 11224 AM

10/15/2014 1123 AM

10/15/2014 11:19 AM

10/15/2014 11.08 AM

10/15/2014 11:04 AM
10/15/2014 10:45 AM
10/15/2014 10:36 AM
10/15/2014 1021 AM

10/15/2014 10:18 AM

10/15/2014 10:18 AM

10/15/20144 10:14 AM

10/15/2014 10:08 AM

10415/2014 10:02 AM

10415/2014 10:00 AM

10/16/2014 9.54 AM

10/15/2014 9:52 AM

10/15/2014 ©:47 AM
10/15/2014 9:38 AM

10/15/2014 9:28 AM

10/15/2014 ©:27 AM

10/15/2014 9:26 AM
10/15/2014 9:21 AM
10/15/2014 9.20 AM
10/15/2014 918 AM
10/15/2014 9:13 AM
10/1572014 9:13 AM
10/45/2014 © 11 AM
10/15/2014 9.05 AM

10/15/2014 8:01 AM
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Planning & Dcvclopment Review Department Customer Survey - Austin, TX

Q15 Codes and policies are applied by
PDRD staff in a fair and practical manner.

Answered: 304 Skipped: 6

Strongly Agree

Strongly
Disagree

Not Applicable
¥ 10% 20% 30% 40% 50% 60% 70% 80% 0% 100%
Answer Cholces Responses
Strangly Agree 4.28% 13
Agreo 21.05% 4
No Opinion 13.82% 42
Disagree 30.59% 93
Strongly Disagree 28.28% a9
Not Applicable 0.85% 3
Total 08
# Type any commonts hore Dato
1 Codo is blindly appliod oven when it is cloarly contraindicated 11442014 12:36 PM
2 . | nced @ strongly. strongly disagree. Everyono knows that if you got answer "A” one day from PDRD, you are just 117412014 5:57 AM
as likely to get answer *3° from the nexi person. This applics from revi foi -itop they make
up the rules as they go along
3 tree review gol out of hand 11/32044 1113 PM
4 Code interpretation can be different every time 1122014 7:22 PM
5 In general. | tations are fair and with regard lo codes. but policies are highly inconsistent 111172014 6:44 AM
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No i y L and projects. Each reviewer inforpres the code differently and consultorts
have to {ailor thoir submittals to their caso fs team. This requires a lof of and code
interpretation on the part of both consultant and review slaff. | have satin meetings with review staff and have

had THEM ask ME how 10 intemeet sections of the code! This is unacteplable.

Staft disagreed with themselves.
Depends on tha day and the reviewer. Most days = NO!

Especinlly in commercial. each discipline reviews their documents in a silo, completely devoid of real-word
applicability and without talking with anyone alse, even in the same depariment.

my expericnee is that the staff tries 10 work with the customer, it's just they are overwheimed by the volume of the
applications they have fo deal with

Eachi ) stott reads and inforp the code dificrently. Then, they ail go fo the person in their
deporiment for tho onswor. The ability to make decisions is not in tho honds of statf,

Statf are making up now policies carh day, fiterally. Thare is no ovarsight or roviow of the exenutive decisions
that are being made thal sre not based upon Code. Policy changes are d fo be vetied throught the Rules
Posting process but seidom are when it applies 1o "new interpretations™ of the Code. This is the case with both
land use and building plan review.

Codes and poficies confinually conflict. PDRD staff cannot agree beiweon discipimes when there are conflicting
provi in the codo. D arc not made in o timoly manner and arc ofien made in an unfoir manner.

varies from reviewer o reviower

gree with some interpy Law depi and code purposes woidd help.

Hit or miss what they are going 1o ask for, then once approved, the inspertors ask for different things or say |
don't care if the plans are approve, you will do it my way”

With regarrs 1o il ot incic have o where mulfiple i tors for the same Irade have provided
either differing opiion or requested additional items be tved in sub | clions for the same job.
Hard to comply. aven though your are frying, when the expectations change with cach inspection.

Far the mast part yes. although one day we had a different inspector than usual. who wanted different things that
the original inspector.

Siaft Is fair and freats cveryone the same; there Is however a slavish adhesence to code over cOmmon Sense.

In most cases, Thaere Is a lot of variability in this. Pian Review seems to have a much betier handle on it than the
Permit Cender,

Occasionally they will make incorrect interpretations.

Depends on the inspecior. Some can see the gray and work with you. Others get out of there frucks with their red
fiags in hand..and thoy'ro looking for the first place 1o throw it.

Many iems seom to be at fho whim af the roviewer or whoaver is sitling at the next desk.

One example of this is the ity of Austin makdng tougher requirements be: met more so than the federal
govemmen.

i have i most staft s trying to be ‘fair’, but the process 1o arrive at faimoss is not proctical. For
example, if 3 minor revision is required to a plan document, then we must re.subnit the entire patkage at the
imake window: 3 copios of printed sets, the panted comment repor and reponses. Emailing with the staff is not
an option. Mceting with staff is not permitied during walk-in hours: you must email to arrange a sif-down merding.

11 really d ds on the individ

With few exceptions. Continued fraining and evaluation should be

There is often no i the di

t)

proceedure is the problem. why does the manager have 1o approve if @ permit is a QTA or not. anofher added
step and que that we have 1o waste more tme doing. the reviewers know what 1o do

Every reviewer is different. You NEVER know what you're gning 10 get.

the Mc' ion O

which is highly interprative.

10/15/2014 1:51 PM

10/15/2014 1:43 PM
10/15/2011 1:43 PM

10/15/2014 1:42 PM

10/15/2014 1:09 PM

10/15/2014 12:58 PM

10/15/2014 12:57 PM

10/15/2014 12:56 PM

10/15/2014 12:38 PM
1041512014 12:22 PM

101182014 12:16 PM

10/15/204 12:06 PM

10/15/2014 11:58 AM

10/15/2014 1153 AM

10/15/2014 11:45 AM

10/15/2014 11:19 AM

10/15/2014 11.06 AM

10/15/2014 11.04 AM

10/15/2014 10:51 AM

10/15/2014 10:45 AM

10/15/2014 10:42 AM
10/15/2014 10:20 AM
10/15/2014 10:18 AM

10/15/2014 10:18 AM

10/15/2014 10:18 AM

10/16/2014 10:17 AM
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1 do nod have enough information fo answer this queston

Fiold i s and office revi tand to interprel code differenty

Depends on what reviewer you get

Sometimes they are and sometimes they read inlo the code more than what they should. Different reviewers will
give different opinions.

They are neither cloar, concice, p nor y P Fair Isn’l an appropriate word as different
d and revi inferpret differently and departments confiict with each other.

Current mamgers fack practical abilities and logic

NO! The city roles out now codos with very litlie ion. When g their/city ings they don't oven
seem fo know what they are rolting out

The codes and polices aren'i disseminated fo us or placed on the website for easy access.

H dep on the rovi Transp has some good the heod of transp ion is noady

impossible to get a hold of and when you do she is not a problem solver, she alol of times is the reason projects
are held up.

There is no consisicncy of interpretation end newer reviewers misquote code.
Some reviewers are known to be more picky, and tend 1o give more comnitents in the Master Comment Report.
Again, depends on the reviewer,

1t differs from i {oil and neighborhood 1o neighborhood

Ne one intorprets the code the same and no one wanls to make 2 decision

Impossibie to know

Onc roviewer will cateh something. that another should but will never mention. The ordinance should be applied
the same from project to project. Not based on the ge of the : rlearly thatis imited in all
cascs

They are overly and ly i or made harder becausa "they can”,

sometimes codes and policies depend on the reviewer's interpretation of the code
not always practical

there are too many inlernal policies thal are inconsistent with the intent of the code, especially with respedt to the
environmental code

pter E requi are y difficul for churches to meet, and make no sense for these types of
buldings, yet we are held {o those stondards.

There arc too many code pravisions to keep up with. We can't and staff surcly does nol have the fraining fo keep
up with themy. Subchapier € is ovesly bt poorly waticr and difficult fo implement consistently.

Code is ton cumbersome for thes 1o be possible.
Gooad ol boy network

can pull other plans off Amanda system and even ff your glans match approved permits staff will raise objections
are make dient modify plans

OMG nol All inspectars are different, some codes are enforced affer ten years and some codes are not enforced

Not always consistent and subject to change without notice.

10/15/2014 10:14 AM
10/15/2014 10:11 AM
10/15/2014 10,02 AM
10/15/2014 10:00 AM

10/15/2014 9:57 AM

10115/2614 9:54 AM
10/15/2014 9:52 AM

10/15/2014 9. 52 AM

10/15/2014 2:48 AM

10/15/2014 9:47 AM
10/15/2014 9:47 AM
10/15/2014 9:45 AM
10/15/2014 9 44 AM
10/15/2014 2:38 AM
10/15/2014 9:38 AM

10/15/2014 9:27 AM

10/15/2014 8:26 AM
10/15/2014 9:22 AM
10/15/2014 621 AM

10/156/2014 8:20 AM

10/15/2014 9:13 AM

10/15/2014 9:11 AM

10/15/2014 8:10 AM
10/15/2014 9:08 AM

10/15/2014 ©9:05 AM

10/15/2014 8:05 AM

10/15/20 14 8:50 AM
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16 The turnaround time for review and
approval or disapproval of my application
was not any longer in Austin than other
clties or counties where | have filed
applications.

Answered: 307

Strongly Agrec
Agree

No Opinion
Disagree

Strongly
Disagree

Not Applicablo {

0%  10% 20% 30% 10% 50% 60% 0% 80% 90%  100%

Answer Cholces Responses
Strongly Agres 2.681% 8
Agree 4.80% 15
No Opinion 16.94% 52
Disagree 16.94% 52
Strangly Disagree 50.81% 156
Not Applicable 7.82% 24

Total 307

£ Type any comments here Date

1 Noticeably tonger, 117472014 12:36 PM

2 How can you even ask this question? Qur cities review process is the butl of jokes everywhere! 11/4£2014 5:57 AM

3 1 used to work in San Antgnio Wait thore was only a few days ai most 1132014 113 PV

4 Why do you ask that question when you know the turnarcund fimes are way behind® 11/3/2014 1222 PV
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5 Much longer than mosi other jurisdictions 117112014 6:44 AM

6 Never filed elsewhore 10/28/2014 3.00 PM
7 Have not applied in anather city for years. 1072812014 7:00 AM
8 S,A, was very promp 10/25/2014 0.45 AM
] Review pariods in smaller towns in central Texas are much shorter. 1072212011 8:15 AM
10 Before January 2013 this stalement would have been true. Gurrently The Tumaround time is 6 wesks and 10/20/2044 2 61 PM

monfhs afier for 3 response. San Antonio is running about 2.3 weeks. Dallas is running 4 woeks, Houston is
running 2-3 weeks.

11 Buda, Cedar Park. Round Rock, ete. all have shorter application review periods. 10/20/2014 11:32 AM
12 | work all over the Stole in very large and very small cities, the Cily of Austin is by far the worst 10/20/2044 11:20 AM
13 It is longer than many other cities | have worked with 10/20/2014 10:04 AM
14 same day in mosl surrounding cilios 10/20/2014 9:39 AM
15 not even close. City of austin tnes to kill projects 10/20/2014 7:15 AM
16 ¥ have wailed up 1o § months for a permit, nowhere eise comes dose 10/17/2044 8:15 PM
17 Other dities are much faster and easier 1o navigate. 1041712031 101 PM
18 Not true but it dapends on the municipality. Smalier onas tend 1o have shorter tum arsund 10/17/2014 9:20 AM
19 Mugch larger aties had much shorler tsmaround times. 10/16/2044 12:26 PM
20 i is the longest I've experienced in Texas. Austin. is 3rd worst review time following San Francisco and Los 10/16/2014 1451 AM
Angeles
21 Austin takes much longer. 10/16/2014 11:51 AM
22 7 day review is expecied in 4 weeks. 10/16/2011 8:53 AM
23 I've worked in several ciies in TX and other states. Austin has become the longest in plan raview. It wasnt this 10/16/2014 8:12 AM
way two years ago. Several layers that | consider unnecessary have been added 10 the review.
24 Faster ciies: Portiand, Seattle, Madison. Just frem my experience. By months. 10/16/2014 7:08 AM
25 San Antonio has a true one stop shop in place 10/16/2014 6:33 AM
26 really?? are you fucking kidding me?? austin BY FAR lags behind any large city | have seen personally. case in 10/18/2014 7.47 PM

paint: my permit for a recent residential addition took two months. in denver the tumaround is 20 days geta
graat computer system and make things afficient and cut half the fioors needed at one texas center. but that will
neves happen thanks fo tity burcaucrats trying 1o hang on to their miscrable jobs

27 i olso have jobs in Dallas in which is much oasier and moro officiont 10/15/2014 4:51 PM

28 The City of Ausiin has {oo many peaple and depariments to be on the same imeline as ofher nearby cilies 10/15/2014 3:43 PV
Austin creates unnecessary work for evaryone induding thernselves

22 1 have oponed five restaurants in Texas. Austin is the Worst. 10/15/2014 3.37 PV

3o VERY STRONGLY DISAGREE . Im not frying 10 be a jerk | assure ya. i's just makes me not want to worh in the 10/15/2014 2.30 PM
city any more.

31 Vhaven fled in any other cities. | have fied in Travis County, which makes Austin look groatt 101512014 2.19 PM

32 | have received pemiits in S of the World's 7 Continents and a dozen states. Austin has no business impetus to 10/15/2094 1:43 PM
ddliver a permil. One year and two months for 16 houses is in most

33 I have had STATE OF TEXAS projects approved in less #ime. | have even had FEDERAL projects approved in 1011572014 1:42 PM

less time. 1 have worked in Chicago (faster). Dallas (much fasier), and Fort Worth (oven faster) ond Austin is the
slowest place | have ever submitied permits.

M You have o be kidding - Ausiin is the worst in the enfire state!

35 compared to cedar park, housion and dalias in the past

10/15/2044 1:36 P\

10/15/2014 1:27 PM
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a6 Dallas and San Antonio are both much betier, Houston is getting as bad as Auslin 10/15/2014 1:08 PM
a7 Staff was under statiad. Did the best they can! 10/15/2014 1:02 PM
38 Smaller jurisdictions are faster-. dably 10/15/2014 1:01 PM
39 Who wrote this??? Seems like a joke or to prove that in any survey, you can aclually get 100% of the 10/15/2014 12.58 PM
respondants 1o answer the same - if question is properly phrased.
40 Not even close 10/15/2014 12:586 PM
L1 Every other municipality Pve ever deall with is fasier and casicr than Austin, People fom out of fown are shocked — 10/15/2014 12:16 PM
when they find out how long it 1akes 1o deal with the city. I've had projects take well over a year 1o get a permit.
42 10-20% longer for simple stuff, it cgal was invovied. it was ofien twice as long 10/15/2014 12.07 PM
43 The only entifics worse than Austin are City Seae Cave and Travis County in my over 20 yoars of professional 10/15/2014 11:53 AM
experience.
44 Inmost of ihe places § have pulled permits and worked construction. | would have a permit betfore Austin has 10115/2014 11:45 AM
even looked at it for the first time.
45 The City of San Antonio since 2004 has had a process thal makes you wartt fo hug them when you go through 10/15/2014 1124 AM
the submilial process with them. Austin's delays and Cover Your Ass rejeciion comments that come up are
ndiculous.
16 Austin's pl i Ay b In other icipalities, staff tend ‘o help facifitate as if we are 10/15/2011 11:19 AM
1heir customers. Austin takes a more adversarial approach, adding cost fo deveiopment, ercating unceriainty, and
delaying projecls.
47 #t doesn't mattar 10/15/2014 10:36 AM
48 No other city takes as long as it does here in Austin. In addition, the time it fakes 1o get a permit (on average 1 10£15/2014 10:18 AM
year) extends info development costs which in furn affecls sffordability.
48 cedar park does this easy stuff online. leam from them 10415/204 10:18 AM
50 Most othor cilies are in and out in a week or two. 10/15/2014 10:18 AM
51 My work experienec is limied to Austin Tx 10/15/2014 10:14 AM
52 a whole (ot of places have onfine apps and quicker umaround 10/15/2014 10:09 AM
53 Other cities review time is appreximately 3 months quicker. 10/16/2014 10:00 AM
54 A fine joke. Austin is well known and renowned for its permitiing Smefine and requirements. Regionally i far 10/15/20 44 9.57 AM
the noig ing cifies and and nati y it is one of the worst. We explain this 1o out-of-town
clients who initially don't believe the timeline we provide them and then after exp ing th
swoar o not develop in Austin again duc to the added cost and time
85 It takes 3-6 weeks fo get a permifl in Austin. 7-10 days in Gedar Park 10/15/2014 9:52 AM
58 Austin is the longest timef for Site Davelof Permits in any of the Ceniral Texas jurisdicions. 10/18/2011 9:48 AV
57 In general, Austin 1akes longer than most other surrounding ciies. | prime example of who is doing things rightis 10/15/2014 9:45 AM
the City of Round Rock. Their is fairly ined and the clafi are istenfly mel in regands 1o
timelkines from city staff.
58 Other municipalities are quicker duc to online submitials 10/15/2014 8:26 AM
59 varies with jusrisdiction 10/15/2011 9:21 AM
60 review lime in PDRD is ai least twice as long as neighboring municipalities 10/15/2014 9:20 AV
81 They arein iho fop three longost in the country. Thisis a fact 10/15/2014 9:17 AM
82 Houston sometimes reviews plans in less than a week's ime 10/15/2014 9.13 AM
63 Ha, besides TCEQ. Austin is easily the slowest and most difficult agency i work with 10/16/2044 9:1¢ AM
o4 Most olher cities aro far less complicaled 10115/2014 9:07 AM
65 Lakeway, Georgetown & Round Rork are fasier 10/15/2014 9:05 AV
66 Secven months on one project 10/15/2014 9:05 AM
67 a majority of municipalities are within a week. not & to 8 wecks 10/16/2011 9:01 AM
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Q17 If project processing is delayed, the
delay is typically justifiable. Projects are not
delayed over minor issues.

Answered: 303 Skipped: 7

Strongly Agree
Agree
oo
No Opinion |
|
B _
Strongly
Disagree
Not Applicable
6 10% 20% 30% 40% 50% 0% 70% 80% W% 100%
Answer Cholces Responses
Stongly Agree 0.98% 3
Agree 8.58% 26
No Opinion 8.51% 27
Disagres 34.98% 106
Strongly Disagree 43.89% 133
Not Applicable 2.64% 8
Totat 303
¥ Type any comments here Date
1 Delays seem 10 be the goal of the city. And I'm being serious - | think the “message” the clty is trying to send is 11/42014 5:57 AM
“don't make impr nis, don't develop, den't add housing™. Yet they are confused why we don't have cnough
housing...
2 it seems like ali projects are delayed for a long tme. 11/32014 1:13 PM
3 Delayed typically have more 1o do with intemal process flow rather than code compliance which is not justifiable 111112014 614 AM
in my opinion
1 oftan delayed over minor 16/30/2014 12:11 PM
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5 we are nover given an oxplaination as to why there was a daiay. 10/29/2014 9:37 AM
] Our demo was delayed by an unforseen requi o de our dm y. While it should be required before 10/28/2014 12:44 PM
a CO s issucd there was no good reason 1o delay the stard of the demotifion. This issue detayed us aboul 2.5
weceks.
7 “Tho dolays are almost always minor issues, In the past they would have beon approved with exceptions. Or a 1012012014 2.01 PM
simple phone call.
8 The only justifiable delay would be if a reviewer was on vacation. Everyone deserves time off, other than that, no. 10/20/2014 11.32 AM
k] Reviews are delayed becasue the reports are just not gelting reviewed. 10/20/2014 11:28 AM
10 vory frustrating dealing with the red tape and fact that peopio dont want to help. 10/20/2014 7:15 AM
" Flondpiain issues scem to lake very long o resoive, bul getting betier 10/20/2014 551 AV
12 nover any updato, musi constantly attompt to contant roviowers with litie or no roply 10/18/2014 4:49 AM
13 There is never a level of *minor” | have been prevented from getling a eerfificale of occupant because a handrail 11712014 6:15 PM
had only been primed and nof yet painied
14 Reason was that the doparimant was foo busy 10/17/2014 2:54 PM
15 Projocis reguiarly got delayed over minsninconsequential issues 10/17/20%4 101 PM
16 The reviow is yatl of a big backiog of peymit ions (en the sitie), not HW17/2014 8:20 AV
b the revi are i On the residential side delays are caused because the reviewers have a
high fevel of incompetency.
17 have noidea of why ey might be late 10/17/2034 7 48 AM
18 beyond stated review tme not justifiable, costly to cizens 10/16/2014 6:32 PV
18 The Delays come from the number of projects in for review. Projents sit for 6-8 weeks before reviewers ever look 10416/2014 11:51 AM
aithem,
20 is staffing justifiablo? 10/16/2014 8 53 AM
21 You hope for the best, but often reviowers choose arbitrary reasons to halt the process. 10/16/2014 7:08 AV
22 are you kidding ma again?? 50% of my delays are duc io city permitling. case in poind: i had a recent job where 10/15/2014 747 PM
we were require to pay the extortion si fee. also our dri y {from 1860) was not to code per ADA
requirements. | fought wilh the city for three months about installing a NEW compliant driveway. it foll on dead
ears. the home owner goes in raising hetl and he got accomplished on a day what i had been trying to establish.
that is the drivoway was fine without any reconstruction. jorks.
23 sevoral projects havo boen knit pickod 10/153/2014 4:54 PM
24 Projects are regularty delayed for minor issues that could be addressed with a phone call. 10/15/2014 3:43 PM
25 Typically, minor issues have not defayed. *Approved with comments® is okay. 1041512014 2:19 PM
26 have not personally experienced this. 10/15/2011 1:51 PV
27 Immaterial minutia added +5100,000 in delay costs, 10715/2014 1:43 PM
28 | have had projects delayed over triviat issues. like parking tables being correct bul displaying the wrong code 10415/2014 1:42 PM
citation; property lines not drawn 10 an *acceptable” line weight...| could go on and on.
20 projects are delayed because they're not getting reviewed in a timely manner, not because of issues 10i115/2014 1:09 PM
30 Re: legal depariment. If the one person that can approve a license agreement is gone, your project sis, Period. 10/15/2014 12:58 PM
Same can be said for iransporiation reviews, drainage reviews, site plan reviews, et
a1 Projects can be delay.ed for any number of reasons 10/15/2014 12:57 PM
3 Projecis are continually deloyed over minor issues. 10/15/2014 12:56 PM
33 I've had multiple permits held up because of expired permils from 20 years ago at the same location that 1 had 10/15/2014 12:16 PM
nothing to deal with, like no final on a demo permit. There is no inspection on a demo pemit. se why is itnot
finaled out. Why does something fike a permiit for a sink installaion on the 2nd fleor of a commercial bldg effect
ray renovalion pemit on the 3nd floor thatis ocoupicd by @ different fenant.
.
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M Clients typically don' care aboul justificolion for dofays. 10/1572014 11:53 AM
35 Things like expired permits, requiring proot of a 20 year water meter being paid for....superfiuous and big wastes 1041542014 11:45 AM
of lime, money. and other rasources - for all involved parlies.
36 Required timeframes are meaningless to much of City siaff. 10/15/2014 11:36 AM
37 depariment needs more 1aff or, beticr yol, contract out work during the curent boom to avoid laying off poople 10/15/2014 1136 AM
when things slow down.
8 | don't understand how a backiog time frame that is actually longer than the reviews are supposed o take place 1011572011 11229 AM
can be considered justifiable.
39 Often plans are delayed for trivial notes and revisions 10/15/2014 11:19 AM
40 Once again, depends on the infaker /f Inspector 10415/2014 11.06 AM
a1 | waited for 8 weoks for a permit to change a door to a window on the back of a non-contributing housc in an 1041572014 13:04 AM
histodie: district because historic review was “husy®.
12 | do not find vacation or staffing issues acceptable knowing others can pick up 10/15/2014 10:51 AM
13 One self-certified permit was delayed for 3 weeks due to an outstanding imgation permit. The stafi person did not ~ 10/15/2014 10:45 AM
tefl us that this permit could be rolied into our aclive one, which | lcamed later was a possihility. In addition, when
we resubmitied. she was on vasation and no other siaff was ollowed to app our permit. 1 consider all
this ‘miror.
M usually the deloy is whon answors previously given were incorrec] or there is @ now ordinance or new fecs that 10115/2034 10:36 AM
are gaing 1o ba in effect
a5 god complex hy some review staff. ... 10/15/2014 10:221 AM
16 why do we have 1o dear outstanding permits on a prperty? contraciors have no way of forcing a previous 10/18/2014 10:18 AM
contracior to clear a permit. bullshd on that its unconstitilional why do | have to call an alc contractor thal §
years ago didnt fina) a permit?
47 Ha! Things are consiantly delayed for the tiniest of detalls. 10/15/2014 10:18 AM
48 needing to send pictures of existing walls where 2 new windows go when it is on the plans is silly 10/15/2014 10:09 AM
a9 The minor issues are often the ones that delay proj b of the inte itoms that 10/15/2014 9 57 AM
cannot solve. Vajor issues are usually predictable and we can begin to address with staff earty 10 find a solustion.
Typical review delay issues are staffinterpreting code in 8 manner that is excesively minor in the overall picture
but that thoy can't work themselves oul of or find a solution to. A suggestion would be fo give casc managors
more authonity to work with clients and reviewers o clearissues. Currently we have 1o go to the director level
(Andy)to solve most issues.
50 We have had permils put on hold for the revision index page of our archileedural plans nof showing Austin codes 10/15/2014 9:52 AM
This is minor-we should be 10id ta fix that for all futisre permits not have our pesmit rejected/placed on hold.
51 sometimes they are delayed b i ison 10/15/2014 9:48 AM
52 It took Gwks for a revislon. and | don't see any reason for thal to have taken as long a5 it did. | think someone just  10/15/2014 9.47 AM
dropped the ball, because | had to email asking for the status several times untl approved
53 Permii center has taken way 100 long 1o issue permits or have lost permits 1071572011 9:49 AM
84 I have been given the “run around" by staffers because “they can” (mentality) 10/15/2014 9:26 AM
55 crosion zone requircments delayed project for 2 months 10/15/2014 9:21 AM
56 The aty dees not care 10/15/2014 9:17 AM
57 Travis county does not distribute comments in a timely manner at al. | have had multiple joint COA and travis 10/15/2014 9:14 AM
county projects delsyed by months béc of travis county. This is NOT justifiable in my optnion. Also, many deolays
with AWU's review process.
58 Many fimes my reveiwers reject the project when nformal updates could solve the issue. 10715/2014 9:10 AM
59 The reason typically fonds to be that the depariments are understafied. 10/15/2014 9:03 AV
{
\
.
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Q18 If a project is delayed, the delay is

typically caused by other departments (non-

PDRD) that participate in the review
process?

Strongly Agree
Agree

No Opinion |

Strongly
Disagree

Not Applicable

0% 10% 20% 30% 40% 50% 60% 0% 80% 90% 100%
(.
Answer Cholces Responsos
Strongly Agree 5.00% 15
Agree 13.33% 40
No Opinion 34.67% 104
Disagree 27.67% 83
Strongly Disagree 15.33% 46
Not Applicaoblo 4.00% 12
Total 300
# List other departments here. Date
1 Very rarely, but the usual dapartment oausing delays is iegal. This is at least sormewhat understandable given the 11J4/2014 12:38 PM
complexities of development.
2 All departments scom to be struggling with length of review times. [t seems some departments have frouble 11/4:2014 7.52 AM
making their comments clear so that my clien can correct the plans to clear comments.
3 Hard 1o answeor.. because the organizational charl is undear. Environmental review and addressing have caused 111412014 557 AM
defays for me in the past.
.
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Frequently the defays are related o the interplay of the revicw process among the rovicwers both within one
depariment and among other depariments such as the Fire Depl. Each reviewer appears to operate on an
independent schedule with too kittie aimed at ing a timely review.

often the case. parlicularly legal - lofs of back and forth where we get the document they want signed and then
they change their mind on the woncing (that they provided) - this happened 4 times in 3 row on one document for
one project (had to get it notarized 4 imes as wel)

awu, ac. pard, fire
Semetimes bul not always.

that is one reason, but there are delays NOT duc 1o other depts joo! HUGE problem is one dept not knowing how
the other works though.

| should be able fo submit via efectronically and the depariments should process. currently. 1 have to take
forms/plans from depariment to dopartment fo get signed off. tho departments usuafly will not communicate with
each other—-they 1ol me they can't process my b of hing and | have to walk & 1o another
dopartmenl what makes this parlicularly frusirating, is that ofien, the next department will tell me the first
depariment could have done whal | needed or they seni me {o the wrong department. elc. no one will pick up the
phone and figure out what needs 1o be done--they just send you back to another depariment. we are walking
around the maze-tike floor (the tree application fiocr is the worsi!), trying to figure out where 10 1ake our
application next. burcaucrocy.

Sometimes requiring now Iayers of unnccessary requirements only to have areas thot have been included
riooked 5o we are required 1o it point ot the areas that were incorporated only 10 be told the new
{ayers are in fact not necessary and we can now fake that portion off.

i 1 lyph q

plansts

and PDRD though. Scrious lack of communication, two different

Aside from PDRD having to raview TiA's, ATD also reviews, but not just one parson at ATD. Multipie people.
| have noidea of who or what delays the precess

the process need to be owned by one department

Other departments are equally unrefiatie

Legal

Austin Water Utility Austin Encrgy

typically this is a commercial review issue

Other departments should be part on a one submittal process,

No, not typicatly, but this does happen 100. The fire marshal, forinstance, who has incked their office in behind
inaccossibic walls and doors - whero you spproach them through a singlc phone in the hall - and no one cvery
picks up inside. Austin energy can also defay many bits and pieces of reviews. They are great to work with, but
you have {o go out to south austin and speak to them and drag your paperwork around. Kind of ndisulous.

All scrvices are delayed except lons, &QTA
Insert the name of basically every departmen
Delays are mainly that there are 100 few reviewers for the amount of work being submitted,

Indusirial Waste. Health, and Austin Water Utility can cause delays, bul they are much more pradictable than
PDRD.

LEGAL! AND AWU!

Big issue is Unified Development Agreements that arc reviewed by COA Law Dept.

Landmark Commission has tried 1o delay reviews, BOA was not aware of a reinterpretation of the garage
ordinance and postponed a project that did not actunfly need their approval

you guys have seriously delays and you know it. why else would you be having a consulfing company come in to
1eft you what a big fuck up you are?

AWU SER, Pipeiine Enginoaring and Fire

114112014 6:44 AM

10/30/2014 12:11 PM

10/29/2014 © 37 AM
10/28/2014 7.00 AM

1042712014 3:33 PM

10/22/2014 1134 AM

10/20/2014 2:01 PM

10/20/2014 11:32 AM

10/20/2014 1128 AM
1072072014 10:04 AM
1072072014 7.15 AM
10/18/2014 4 49 AM
10/17/2014 10:15 PM
10/17/2014 1:01 PM
10/17/2014 12:38 PM
10417/2014 1221 PM

10417/2014 9:.20 AM

10/16/2014 6:32 PM
10416/2014 1-44 PM
10/16/2014 11:51 AM
10/16/2014 11:51 AM

10/16/2014 9.08 AM
10416/2014 6:33 AM

104152014 8 29 PM

10/15/2014 7:47 PM

10/15/2014 4:38 PM
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PDRD is not the only oftender, but they arc usually one of the culprits,
Legal - AWU (degrading to work with)

Your case manager's job is o got the projoct through the system, We are fired of hearing their excuses ... and
afier 3 emails, 2 phone calls and 5 business days. A simple response would go along ways.

Austin Energy, Austin Water Utility

Heath Dopariman Fira Department from what | can tell, dalays ara caused by the lack of staft to review plans ina
timely monner

Absoluetly, There is a di et with the bui depariment and Austin Encrgy. All other departments were
great.

AWU is pretty antiquated in its review methods, but they work betier than PDRD.

Delays arise from both PDR review issues as well as from other depariments. The problem is also that it 1akes so
long to get meetings with staff to sit down with the applicant and rescive the issues

Delays are continually caused by PDRD processes and stafl. Other departments can rause delays as well such
as AWU, Parks, Auslin Encrgy and City Legal, but there is a remendous issuc within PDRD

itis nver possible 10 know which departmen is most defayed. the intemat process of plans starting in building
department then moving ta heatlth, fire and other depariments is not transparent and it is impossibic togetto a
decision maker that can track progress accurately

Dep on the ication and bul have seen both PORD and other depariments be the final signoff.

Other departments would be Fire and AWU

ROW - After you get a permit you have a meeting with your ROW ingpectar. His first questions is always "Has
Dr. Bl Hadley seen this? You can'f do anything unless Dr. Bill Hadloy approves it “ This is afler you have an
approved/poaid for perd. Then Dr. Hadiey never shows up for scheduled meetings and tries 10 slow down your
projeci as much as possible. Even if you have something approved from him, the inspeclor may not approve it
anyway and ask you 1o nip cut/change things to his iing. We've had a project siill open for 4 years aftera Or. 3il
Hadley and COA approved produci was put in that met city code, but the inspector said it was "too slippery”.
We've had 3 engineers, several architects, bidg owners, and other people work for months 1o get meetings with
Dr Hadlcy that he fails to show up for or to provide any response on.

Floodplain review
Austin Water {sometimes) and Travis County {almast always) are the other causes of delays.

Though. it appears tha the OSSF depariment is beginning to take a strong role in becoming a significart
delaying facter - cven in projects that have no OSSF. Yel another lc of poor 1 and

There are cor the PRDP, the Firc Dept, & the Water Depl.

We are not ever aware of what exact department causes the delay during the review proress

ROW is the worst. Historic Review is next. Historic can take up to 4-6 weeks 1o review a 40 year old
manutactured home slated for demotition. Outrageous. And the cost for this is cven more outragoous.

What are "other depariments'? Historic review? (see above) Arboriatitree parmit? If i hadn't gone around him, |
would st!l waiting on a retum call or e-mail from Mr. Goebel in the arborist's office after more than 2 month.

it is not typically the problem of other departments. Tree review and Historic / Demolition review is handlod
offectivaly. Occasionally, the flosd plain depariment will hold up a case for 3-8 months with no oxplanation or
communication with us.

il's impossibic fo point fingers at just one department

Ausiin Water Utitity, Fire Dept, and Legal Dept review being the major culpnts.
Sometimes, but not always.

Historical Review is extremely slow.

Fire/site plan... but just the one tme

Somefimes but typically Law for icgal roview and Public Works for License Agreements cause more of 3 delay.

10/15/2014 3.43 PM
1041572014 1:43 PM

10/15/2014 143 PM

10/15/2014 1:42 PM

10/16/2014 1:08 PM

10/15/2014 1:02 PM

10/16/2014 12:58 PM

1071572014 1257 PM

10/15/2014 12:56 PM

10/15/2014 12:54 PM

10/15/2014 12:53 PM

10/15/2014 12:16 PM

10/15/2014 12:10 PM
10/15/2014 11:53 AM

10/15/2014 11:45 AM

10415/2014 1124 AM
10/15/2014 11:07 AM

10/1512014 11:06 AM

10/15/2014 11:04 AM

10/15/2014 10:45 AM

10/15/2014 10:36 AM
10/15/2014 10:18 AM
10/15/2014 10:18 AM
10/15/2014 10:11 AM
10/15/2014 10:01 AM

10/15/2014 10:.00 AM
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Q119 Austin is just as fair and practical in its
application of regulations as other
neighboring cities or counties in the
functions of:

Answered: 300 Skippod: 11

100%

80%

680%

10% 2 ] =

ol n J. I 0N BN 8
Austin Fire Health Planning Pubtic Watershed Wator
Encrgy Departmen  Departmen  and Works Protectio Utility

t t Developme n

nt

Strongly Agree [ ) Agree [ No Opinion [} Disagree  {ii] Strongly Disagree
Not Applicable

Strongly Agreo Agreo No Opinion Disagroo Strongly Disagreo Not Applicable Total

Austn Energy 3.75% 33B11% 21.16% 22.18% 12.63% 717%
11 97 62 85 37 21 203
Fire Department 8.73% 35.69% 25.25% 1212% 10.44% 9.76%
20 106 75 38 31 29 297
Health Depariment 382% 22.22% 41.32% 7.64% 6.60% 1B.40%
11 64 118 22 19 53 288
Planning and Development 3.06% 17.01% 12.93% 27.21% 37.07% 2.72%
9 50 38 a0 109 8 294
Public Works 2.08% 13.84% 38.06% 16.26% 15.22% 14.53%
[+ 40 110 a7 a4 42 289
Watcrshed Protection 1.72% 15.52% 28,28% 20.69% 23.10% 10.60%
5 45 82 GO 87 31 280
Water Utility 242% 21.80% 25.61% 19.72% 18.03% 11.42%
7 63 7 57 55 33 289
# Type any comments here Date
1 Time is my Jamgest issue 11/412014 7:52 AM
2 1 regret building in Ausfin evary day. Sutrounding counties are so much more appealing 11/4/2014 5.57 AM
3 | do not know what other ciics or counties regulations are 12014 12:.22 PM
4 Austin is fhe striciest cily thal we work with and has a reputation for being difficull 1o work with and obtain 10/30/2014 3:10 PV
permitting.
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5 montly duo 1o lack of coordination balween the greups and inconsisiont application of the code (or lack of 10/30/2014 12:11 PM
knowledge by staff of the code requirements). Also due 1o a sirong culture of no” inslead of assisfing through the
process.
6 No othor city or county to compare. 10/298/2014 3.00 PM
7 | have not applied for pemalts in other cifies 10/28/2014 9:37 AM
8 Pracdical is not a word fhat | would use 1o deseribe Planning and Development 10428/2014 7 00 AM
] 1 cannot ofier an opinion because because | haven't gone through the pracess elswhere 10422/2014 6:59 PM
10 We have noticed many ir i ies among revi One revi will say that we can do something on 10:21/2014 6:38 AM
Praject A, another reviewer on Project B will say we can,
1 Austin Encrgy has two office North and South. The two offices are completely different in their intempretations. #t 1042042014 2:01 PM
soems the North office does not kmow the of sarvice the south office is usually a
pleasure to work with. Fire Dept. has became the longest process 1aking as long as 8-7 weeks. After 6-7 weeks
tha responses have been such they just add and subtract layers of romplexity. Health Dapt. is usually a pleasure
to work with. They are getting behind though probably due to an i d d. Planning and dovelopment,
Public works, Watershed prolection are the worsd of oll. We now advise all client to hire an atiomey firsl and
foremos! before the design process begins.
12 Haven't been through this process elsewhere 10/17/2014 2.54 PM
13 Austin's complex and difficult regulatiens do net allow staff to apply them in a fair or praciical manner. 10417/2014 1:.01 PM
14 1 dort't think there is really a one-lo-one | inmy 1041772014 9:20 AM
15 don't have enough time to list all of the horor stories from the past 15 years of working in this fown.. 101712014 7°48 AM
16 includes consideration of stoted reviow §mes and application theroo! 10/16/2014 6 32 PM
17 I believa the ity oversieps Hs aulhonity in some areas fike Sherl Term Rentals, Seme of the McMasion 10416/2014 513 PV
regulations are unreasenable, unjustified and do not follow the infent of the ordinance.
18 Working with Austin (versus any of the neighboning cities) is an absolute fisaster 10/16/2014 1:44 PM
19 Planning and Davel are very i 10/16/2014 11:51 AM
20 i dont deal with other cities on o regular basis 10/16/2014 6.26 AM
21 austin permitiing sucks 10415/2014 747 PM
22 PDRD has an ovorly p that from one day 1o the next. it is over reguiated, and thero 10/15/2014 4:54 PM
are many unnecessary steps for project approval.
23 Austin energy & the Health depariment is being operated by the mosl incomp { staff evatthey knowit but can 10/15/2014 3 37 PM
care: less.
24 Other jusdicions, water utllity is part of the overall review process, not separate as in Austin 10/16/2014 2.57 PM
25 The process of applying in person and then driving o the city agsin to weit hours to pick up a permmt is 10/15/2014 2:056 PM
and cumbersome. Other cities do this all ondine. Much more efficient.
26 of the 4 dep hacked as disagren, all have ly delayed a projact dunng parmitting OR after 10/15/2014 1.51 PM
construction for inspection of iters thad they failed to catch during review. Projects should noi be penalized for
things that the city did not paint out as necessary dunng pamul review!
27 recemly worked as a third party in cedar park. the experience was more logical and practical. 10/15/2014 1:27 PM
28 my disagr with the d ion and water utility is a complement. Other cities and counties need 10/16/2014 1:00 PM
1o adopi Austin’s stringen waler use and d prolection raqui
29 Austin Energy was a real abstacie in my review process. H was not clear what portions of the city are under the 10/15/2014 1:02 PM
AEGS. They are putling unduc restrictions on small business folks and the buitding depariment is unaware of
when their requirenients are 10 be met. "Right hand, Left Hand™.
30 Other difies wani development to occur in their City Limits. 10/15/2014 12:57 PM
.
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navigation betwesn COA and Austin Energy and or TX gas are extremely difficull to navigate. they are
indepandent of each other. however the paperwork process and handoff is very difficull 1o navigate when closing

10415/2014 12:54 PM

oula ial or projecl. no ication w
a2 I don't know, 1011572014 12:22 PV
a3 Austin Energy cannot agree on anything, changes its mind regularly. and does not communicate with PDRD. 10/15/2014 11:45 AM
Austin Water has limited experience in thelr personnel, and as result, fis ditficult to work within the reguiations -
since they are not famillar with them.
34 yos, the ap of rog is i Tho amount of fimo it takos for them to review submitials 10/15/2014 11:24 AM
however is tho greatest issue at hand.
35 Can't say. only work within the City of Austin 10/15/2014 11:.06 AM
36 impossible 1o make a bianket SOme proj have gone y where as othors were o cluster, why 10/15/2014 10:38 AM
it iakes 6 months to get a parfial casement vacation is beyond me
ar Ask AWU about this OSSF business, They've pul the burden of finding all the seplic systerns they've missed 1041572014 10220 AM
upon the end user. They coudd've queried the databasce for al) addresses with waler service thot facked
{ewater and gone to i They mnde the msiake and asked everyone else {o give up ime. money and
resowces o comect.
38 The aty runs emooth in my opinion. The permit office is the worse { have seen. No city is warse 10415/2014 10:18 AM
39 Tap fees are pnced at random and estimate §mes on these take 10 weeks nght now to get! Sometimes they cost 10/15/2014 10:18 AM
$1.500 and olher times thoy cost $4.500
a0 Public Warks and Environmental Inspection noeds to allow inspector the atility 1o make Eeld changes and not 10/15/2014 10:00 AM
require the consultant io go and submil & comechon for a simple issue | have seversl projects that get stopped in
the field berause we need to move a sidewalk or relonate a utiity service and evarylhing has (o stop because the
Inspeciors do not have authonly to make decisions. Every person that is qualified o be an inspector should be
qualified enough o make decisions in the field and not cause a detay for a simple issue.
1 Austin Energy, AWU., and Public Works have continued to fund their infrastruclure capital projects (fine 10/15/2014 9:57 AM
upgrades) while not fully supporting their scrvice responsibilitios and double charging for development (SER
improvement mandates in addition to Impac! Fea maximum fae raises; AE increasing payment for all naw items;
PDRD incroasing foes by 25% across the board). it appoars that the City's inafficion regulation and permitting is
increasing the cosi on the Cily fo regulate and psnmit and that they are now charging applicants for that
inofficiancy. Affordability this is not.
42 there is a marked difierence between dealing with Austin Encrgy South Office and Nerth Office 10/15/2014 9.54 AV
a3 Improve the cusiomer service at the City of Austin Water Dept. 10/15/2014 952 AM
M It is ridiculous to have the plot plan stamped by the water utility company, Why is this necessary? When this 10/15/2014 9:52 AM
process was slopped the plan review depatment was still trying 1o enforee having the plot plan stamped hy the
ulliity company in order to obiain a city permit.
45 AWU has gotlon incroasingly difficult 1o ol plans through. Britt ospecially is hard to work with and it takes over a 10/15/2014 9:48 AM
week 10 get an appaintment scheduled with him when so many things are time sensifive
16 Very bad way o ask this question of comparison. Austin Energy and Fire are All the others conh 10/16/2011 9:38 AM
and forment the customors equally.
a7 ulility ts arc being d and y enforced. One dliert had fo icar down an exisling deck 10/15/2014 9:24 AM
that had been in place 30 years due 1o a modest encroachment issue.
18 Again no one at the city cares about development in this dity. They do not have to it is a liberal city 10/15/2014 9.17 AM
19 too many bureauerats 1o get anything done. Need %o hire people based on merits and not race, The whole place 10/15/2011 9:09 AM
is full of degencerates who were only hired to fill some afirmative action quota. Dealing with overpaid lazy idiots
with power trips is cumbersome...
o
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020 PDRD staff was courteous.

Strongly Agree
Agree
No Opinion

Disagree

Strongly
Disagree

Not Applicable
0% 10% 20% 30% 40% 50% 0% 70% 80%
Answer Cholees Responses
Strongly Agree 11.80%
Agroc 5541%
No Opinion 13.11%
Disagree 12.79%
Strangly Disagree 6.23%
Not Apphcable 0.668%
Total
# Type any commons here
t Depends an the staff member In general they are coutteous
2 Not pvery person was “strongly disagree” but the majority are. Whero someone is not fiat-out rude, they arc
barely folerable
3 in general, the staff is raspectful and courtaous when interacting with customers.
1 Most of the tme the reviewers | work with are nice There are a handiul of bad apples that are reaily unhelpful
and sometimes rude.
5 most. bul not aff
6 While some are great. quile a fow are unfnendly and oven hostile. i oy doni like deabing with the public they

should get a new jcb somewhere else.

0% 100%
36
169
40
39
19
305
Date
11/4/2014 7.52 AM
117412014 5:57 AV
1117201 644 AV

10/30/2014 3:10 PM

10/26/2014 16:45 AM

10/28/2014 7.C0 AV
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intake sure is not!

most of the tme. some tan be snippy when we're just trying 1o got a simplc answer about where our application
is or why can't | make an appointment through them, ofc,

They are nice once: you reach them, but they rarcly return calis or emails, which 1 ind discourteous.

Maost of them are very courieous and patient

There have been nolable . h my i ion of the attitude of staffis that they know that they
can cause the owner or developer to lose a subsianfial amount of tme and money by inaction, delay or simple
pettiness and therefore expect the peaple they are employed 1o serve 1o come to them on bended knee. Go sit in
the waiting arca ai plan roview and what the body language of folks thore to meet with stafi. s like they are
waiting to see their oncologist.

QOverall | think good people work in PDRD when you can get a hold of them

The trafficiransportaton lead for PDRD is typically on her celiphone during meefings. does not come prepared
for trigs. and typicelly is i fly applymg City Code only te be comecled by other Slaff members.

Depends on who you are in front of
there are angels and devils both working there

1 do business wilh a groat number of dicnts, subcontractors, supgliors who aro coulaous or have coricous
reprasentatives. | don't count on thal or expect that from the city ever.

Many reviewers are suspirious and get los! in being abstract and miss the real issues infrant of them.

Staff has always beon helpful and responsive to any question | have. Xeith Batcher has helped tremendously
with setfing up a new subdivision recently

| am called a trouble maker by some when [ go to the OTC
hey they are only daing their mindless jobs

Too broad. Some yes some no. Generally however, the culiure is poor and is generally a reflortion of
management

if threatening is courtesy then yes.

Somefimos thoy aro so battie scarrod, thoy soe tho applicant ss tho advesary.

rude and cond ding 1o me during an appointment in front of the entire permit
centor ragarding a pemit applicaion. That is the only instanca in which 1 have cver been freated poordy of the
City of Ausfin.

s0me are. some aren'.

My consultants aro temified that | wil crificizo City Staff and encounter rovengo

Typically, sisffers arc courleous and fricndly. | have good relsiionships with many of thom.
inconsistent

they seem overworked and frustrated foo

There are only a few peopie who are truly rude, There are several folks who are aiways kind and helpful. The
majondy of review staff just donfi seem to care or are overwhelmed.

inthe overall sense of “statf". There are always those that are not so.
One was very discourisous and was fired afler a colleague complained
Staff is very professional.

Most are, a very few are down right rude

Mostly agree. though often emails and calls go unretumed

Always short and rude when ying to oblain infk and on

They are smug and condescending

10/27/2014 3:33 PV

10/22/2014 11:34 AM

102212014 8:15 AM

10/21/2014 6:38 AM

104202014 12223 PM

1042012014 11:32 AM

10/20/2074 1120 AM

10/17/2014 6:15 PM
10/17/2014 7:48 AM

10/16/2014 3:57 PM

10416/2014 11:51 AM

10/16/2014 7:00 AM

10/16/2014 6:33 AM
10/15/2014 7.47 PV

10/15/2014 7:40 PM

10/15/2014 3:37 PM
10/15/2014 2:15 PM

10/15/2014 2:10 PM

10/15/2014 1:51 PM
10/15/2014 143 PM
10/15/2014 1.42 PM
1041572014 1:38 PM
10/15/2014 1:09 PM
10/15/2014 12:56 PV

10/15/2014 12:53 PM
16/15/2014 12:22 PM
10/15/2014 11:53 AM
10/15/2014 11:45 AM
10/15/2014 11:18 AM
1071572014 10:51 AV

10/15/2014 10:41 AM
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33 some are nice and others act ke fhcy are annoyed 10415/2014 10:36 AM
a9 Some are counteotss and some are not 10152014 1022 AM
40 bul the young hires are lacking customer service 10/16/2014 10:21 AM
41 some are, some aren'{ 10/15/2014 10:18 AM
42 Thiz i3 too subj; and not o requi 1o got the job dono, resulis ore @ much more important criteria. 10/15/2014 10:14 AM
43 except 1 person - strongly disagree 10/15/2014 10:14 AM
M Oftan. PDRD ataff is just as frustrated from dealing with one-time usars that don't know the process. 10/15/2014 10:11 AM
45 Only one employee butit can taint the entire experience 10/1512011 10,04 AM
46 Sometimes they wan! to pul their deisgn into a project, 10/15/2014 10:00 AM
ar Some are great {arborist depariment, PARD, spedal cvenis), most are overburdened with workdoad, given 10/15/2014 9:57 AM

inadenuate support, direction, and authority so solve problems.
a8 Except Kathi Flowers at Utiity 101512011 954 AM
19 Heith Sathcher is the exception. Keith has the highest level of professionaliam. 10/15/2014 9:52 AM
50 there are for less than there are more. Feels like they hate their jobs and it reflects. 10/15/2014 9:38 AM
51 not sp much with Water Uility 1041542014 9:37 AW
52 Somewhal and aomeiimes 10/15/2014 8:26 AV
5 Indifferent to customer 10/15/2014 9:21 AM
5 nol always. 10§15/2011 921 AV
55 If you could ever get {o talk to someone 10/15/2014 9:17 AM
56 Myself and cveryone that | know have been treated like dirt. 1 was once calied down by o Bill Waters who 1071512014 9:13 AM

degraden, humiliated, and yelied at nie over the plans tat | had submitted. The same plans with minor revisions.

1hat were posscd by another rovicwer afier | got the deportment hood involved.
57 For the most pari, they are courieous. There are a few exceplions 10/15/2014 9:13 AM
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021 The conditions of approval or plan
check corrections applied to my project
were reasonable and justified.

Answered: 304 Skipped: 8

Strongly Agree

WNot Applicable

0% 10% 20% 0% 40% 50% 80% 0% 80%  S0% 100%

Answer Choices Responses
Strongly Agree L65% g
Agree 27.30% 83
No Opinion 16.78% 51
Disagree 35.20% 107
Strongly Disagree 16.78% 51
Not Appiicable 1.32% 4

Total 304

# Type any comments hore Date

1 Most wero roasonable but many ware presented in a confrontational mannor. 11/412014 12.36 PM

2 There have been fime when | feit they had their own agenda 114412014 7.52 AM

3 again I've had problems with a certain tree inspecior who seemed to have a grudge 117372014 113 PM

4 The condifions change from person 1o person, and as one progresses through the system downstream staff wil 10/23/2014 12:04 PM

change what is acceplabie
5 Primanily, | agree, however on some issues | wousd disagree. 10/2112014 8:03 AM
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6 tn the past this statement would be frue but thore are reviewers who arc unmoving on the slighiost bit of 10/20/2014 2:01 PM
inforprotation. Many projecis could be a quick turnaround but that procoss has ground o a halt stopping st ono
desk and he has new been made the director. Poor chelee in human resource selection and the amount of
D will be
7 most comments should be made at formal roview 10/20/2014 11:32 AM
8 Semetimes yes. somelimes no 10720/2014 10:04 AN
9 The staff docsat know whats required, and gives a different answer for cvery application | have submitted 10/2042014 2.39 AM
10 $80,000 worth of landscaping on raw land dunng a drought and for land that was not 1o be commercially 10/17/12011 2.5 PV
dovaicped
1 Ovorall 1ho roquiroments are unroasonablo for pommt approvals, howovor. statf wore only doing their jobs in 10/17/2014 1.01 PM
applying the requirements.
12 1t depends. The first rejection ALWAYS comes afier the deadline and is ALWAYS only 10 gain more time and get 10/17/2014 9:20 AW
3 second round. We all know this. | have only had one projec! in 25 years approved on the first round when
actually quite o few tould have.
13 it's sometimes comical whai they sometimes dream up .. you have 1o laugh to keep from crying {(when informing 10/17/2014 7:48 AM
your clients)
14 Some of the MOST Hlogical requirements were placed on two of my recent projects. Anyone That had the 10/16/2014 1:44 PM
reasoning capacity of a 6th grade student would not have made the coections and sfipulations that were made.
15 some Commercial building reviewers think they are land planners 10/16/2014 6:33 AM
16 i camt more strongly disagree. this is laug 10/15/2014 7:47 PM
17 On a commercial job, | could not bekieve the amount of runamg around required to make field changes. 10/15/2014 2.15 PM
18 Little issues will hold up tiny projects for menths. 10715/12014 1:42 PM
19 mostly agree. but i i ies cause frust 1011512044 1:27 P
20 Revicwers shouid god one chance fo perform a thorough review. Furthor comments should be based only on 10/15/2014 12:58 PM
responsos {o imtial review. Projocts shoukd be cloared after no more than 2 or 3 submittals.
21 Since the applications 1 submit are for redevelopment, there are many circumstances where we are asked fo 10/15/2014 12:57 PV
provide information or revise the project for things that are not applicable, or make no sense. Staff sent out
canned comments without really fooking at the project and ) what is really y.
22 Again. pelicy decisions vary from 1o and arc applied differently from project to project 10/15/2014 12:56 PM
23 Especially with respert fo 1704 applications 10/15/2014 11:53 AM
24 Inmost cases, yes. 10/15/2014 11:45 AM
25 I'm on the fence here. MOST of the times, yes, but sidewalk and driveway can hold you up while mostly everyone | 10/15/2014 11:08 AM
olse is pretly fast with reviows/approvals/rojeciions
26 the application necds {o be re-writton, you should not have to msubmit bocause you left the NP off on the zoning 1071572014 10:36 AM
27 they tould have applied building numbers. what was wrong with mnames 10/15/2014 10:18 AM
28 Austin has all kinds of butlshit erdinances that they place on top of normal IRC building core. 10/15/2014 10:18 AM
29 differentissues arose but it has been awhile 10/16/2014 10:09 AM
30 Not always. Reviewers typically dig their heels in once they make a comment whether it is justified or not and do 10/15/2014 10:00 AM
not leave open any way 10 comproniise.
a When wa den know that semething has changed with the panmit protess how can wa comply to begin with? 1041512014 ©9:52 AM
32 | mostly agree. but someimes the comments are picky. Like being picky aboul a fent drawn on elevations, when 10/15/2014 9:47 AM
tho houst is so cbvicusly not outside the lonl
33 There Is no reason 2 sile plan correction should take 10 days 10/15/2014 9:38 AV
k%] Not for Tree Permif review/approvals 10/15/2014 9:26 AM
35 They cost builders millions of dollars a year over the mostincredibly picayune issues. 10715/2014 9.13 AM
36 At imes ihe fssues raised have no bearing to the project or the real world 1071572014 8 58 AM
.
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Q22 PDRD staff was easily accessible when
| needed assistance in resolving problems.

Answered: 384 Skipped: 6

Strongly Agree

i
l'

Strongly
Disagree
Not Applicable
0% 10% 20% 30% 40% 50% 6% T0% a0%
Answer Cholces Responses
Sirangly Agren 129%
Agree 20.07%
No Opinion 7.88%
Disagree 34.87%
Strongly Disagree 33.22%
Not Appiicable 0.66%
Total
¥ Typo any commonts here
1 Other than the usual phone tag
2 Depends on the reviewer
3 In general, fhis is lughly frusirating The dep!. appears {o be severly understaffed and statf does nol seem o
regard responalveness as a priorily
1 often do nol answer phone calls or respond to muttiple email req;
5 typically staff is only available by appointment
- limiled hours for info questions is inefficient
7 somo planners/roviowors are, many aro not and act holier than now and play favorilos

20% 100%

10
61
24
106
101

2
304

Date

117412014 12:368 PM
114212014 7.22 PM

11172014 844 AM

1073072014 12:11 PM
10/29/2014 9:37 AM
10/20/2014 7-15 AM

10/27/2014 333 PM
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people dont retum calls

| believe they are opan about 9 hours a week and have scheduled staff meelings duning those hours,
See #20

Thay wont answar thoir phone or omail for wooks !

vory difficult to get a hold of.

I's noardy impossible 16 gel 2 hold of the trafficitransportation load for PDRD

Geiling a response fo an emall or call can be hif or miss.

Depending on fhe person, recieving o relurmed call in less than 48 hrs is not reasonable

24.72 hour responso timo

They are very busy and sometinies hard o access.

The stafl was nice enough. There are jusinot encugh of tham with high fevels of expertise. | can't get answaors in
a tmely manner.

Again, il depends. Ron M, was always available to me and was great at what he did. Some others as well, some
nol so much.

sometimes

Only readily accessible on their schedule 1o assist

1115 impossible to reach ANYONE by phone for a quick question.

Unanswered emails and calls are the norm.

Will only sce you by appointmoent if you can gel an emall response

Depends on staff member

reallyl717 ist IMPOSSIBLE to get someono on the phonel

responsc times ore typically aro very late. they do not happen in a fimely mannor.

I usuatly takes 3+ days just fo make conlact and cven longer to schedule a meeting.

No way. The locked door and the crazy on and off hours of operation. Forget the phono. Prople go on vacation,
that's fair, But { have been d that workload stops with i

W is typically difficult to reach permit center staff by phone, and sometimes by email.

again, some are and some arent! it iruly depends on who helps you.

Residerdial

pecially are only
othors don't retum emall, some da neither. Commercial reviewers are aliltle more responsive. Sul when seen in
persen, all reviewers are fairly decent.

they can be hard fo reach by phone

Limited hours 1o sign in to ace someone. Difficult fo reach by phone but email is usually prefty quick
Calls are rarely refumed timatly

It really depends upon the staff. One never knows what wall happen.

Meetings arc very difficuit to schedule, there are two poople who actually pick up the phone Benny Ho and Kovin
Shunk {who is in floadptain)

not possible 1o resolve matters by phone. in person only after long waits in ine for all tasks
some are very accessible
Many are bt some wall not retum emails or phone calls

Staff usually retums phone calis fairly quicidy.

iable nine hours of a 40-hour week. Some do nol answer the phone.

10/25/2014 9:45 AV
10/23/2014 12:04 PM
10/22/2014 8.15 AM
10/20/2014 2:01 PM
10/20/2G14 11:32 AM
10/20/2014 11:28 AM
10/20/2014 5:51 AM
10/19/2014 2:31 P
10417/2014 6.15 PM
10/17/2014 1.01 PV

10417/2014 10:08 AM

10/17/2014 2.20 AV

10/17/2014 748 AM
10/16/2014 6.32 PM
10/16/2014 3.57 PV
10/16/2014 7.08 AV
10/16/2014 6:33 AM
10/15/2014 8:29 P\
10/15/2014 7.47 PM
10/15/2014 4:51 PM
10/15/2014 3.43 PV

10/15/2014 2:15 PV

10/15/2014 2:10 PM

10/15/2014 1:51 PM
10115/2014 1:42 PM

10/15/2014 1:09 PM
10/15/2014 1:01 PM
1041672014 12:58 PM
10715/2014 12:57 PM

10/15/2014 12:56 PM

104152014 12:54 PM
10/15/2014 12:38 PM
10/15/2014 12:07 PM

10/15/2014 11:53 AM
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Q22 | found the handouts supplied by
PDRD to be useful and informative in
explaining the requirements | must meet.

Answered: 363 Skipped: 8

Strongly Agree

Strongly
Disagree

Not Applicable
0% 10% 20% 30% 40% 50% 60% 70% 80% W% 100%
Answer Choices Responses
Strongly Agreo 2% 7
Agree 34.32% 104
No Opinion 21.12% 84
Disagree 24.75% 7%
Stongly Disagree 1287% 39
Not Applicable 4.62% 14
Total 303
# Type any comments hero Date
1 When our project was red-flagged - we askod REPEATEDLY, "where on the paperwork, fliowchart. should we 117412014 5:57 AM
have known 1o do "X*? The response from the cily worker was, "itisn't on the paperwork ” Well that's helpfult
4 what handouts 114372014 12:22 PM
3 The handouts are ciear. but the requirements thal must bo met do not consistently align with what is published 111112014 644 AV
4 handouts need 1o be updated regularly 10/26/2014 9:37 AM
5 There are inconsislancies between the noles on the application regarding fhe garage FAR exceplion and the 10/28/2014 7 00 AM
actual statute.
.
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Yes, but the staff docsn' aiways follow whatis documonted

the Cily of Austin nceds a marketing make over: the websiie and all the formsidocumentsshandotsts need to be
uniform and simpler. finding information on the website should not require a piece of paper explaing how to use
the website.

Handouts? Put all the info online. Handouts aro uscloss.

Handouls are ofien uncicar especially the Subchapier F *tont” Exhibifs

What handouts?

On at leas! 2 cccasions was tald incoent inreg: to the Med i The staff takes no
Tesp tity for the of their which can ocost us large amounts of moncy because of their
incompetence.

We file them when policy has changed

These is not a formal pdicy or handout of e Traffic impact Analysis process. Austin is the only major city in
Texas that does not have a formal proness

However inferpretations to the guidefines can creats

1 had 1o hire a consulting firm to work through the mire. Il is impossible for the average person to manage
themselves

never looked that them
no handouts available

{ have sceni qarage

the handouts are groat. PDRD sucks.

What handouts? I'd settle for 2 complete correction notice.
Really they do not follow there own rules

PDRD rarely follows their own hendouts.

Wouldn't mind sceing this information revisited

Have never seen or boen notified of any.

what handouts?

There are no fawar than three separat T Y. buti p ists for resi Proj alone.
1like the new flood website though.

sometimes bul usually one never knows what to expect until you file the application.

There is no handout that can explain this City's code

The rules chasnge froquently and it is difficult to stay informed of the changos

Mostly. 1 were ikar with ion i ts though (like a homeowner perhaps) T would be very lost.
The forms are i and i For the i i garding what size plans to bring say

“smali format {not reduced)” | have nu! found anyonc nl PDRD who knows what iho “nol reduced” part of that
means. Also, bullding area and building g Vi ions are vague and miskeading.

Agree but then staff always changes these requirements

woe don't use v . bul the ications change cvery 3.6 months. The only way to
have an updated appllcaﬁon is by picking up a prinied copy at the city. This should most definitely be available
online. | recently downloaded an application PDF thai had been outdaled

there are additional roq {hat are not dotailod on the app orthe

they are lengthy and rumbersome 1o sift through if untamiliar with them

10/23/2014 12:04 PM

104/22/2014 11:34 AM

10/22/2014 815 AM
10/22/2014 5 58 AM
10/21/2014 8 03 AM

1042042014 2.08 PM

10/20/2014 2:01 PM

| 10/2G/2014 11:29 AM

10/19/2014 2:31 PM
10/17/2014 254 PM

16/17/2074 9:20 AM
10/16/2014 5:13 PV
10/15/2014 8:28 PM
1041512014 7 47 PM
10/15/2014 6:16 PV
10/15/2014 516 PM
10/15/2014 343 PM
10/15/2014 2 18 PV
10/15/2014 1:47 PM
10/15/2014 1.45 PM
10/1512014 1:42 PM
10/15/2014 12:58 PM
10/15/2014 12:57 PM
10/15/2014 12:56 PV
10/15/2014 12:10 PM
1041512014 11:45 AM

10/16/12014 1104 AM

101512014 10:51 AM

10/15/2014 10:45 AM

10/15/2014 10:36 AM

10/15/2014 10:18 AM
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37 in this day and age, everything should be submiited digitally with volidations happening online to make sure

Planning & Dcvclopment Revicw Departinent Customer Survey - Austin, TX

you've submilted everything needed

38 They eould be more clear. In the inspecfion procass, we are ofien given an handout and then the inspector writes

down what he really wanis. needs and expects. The form is therefore, insufficient.

10/15/2014 10:18 AM

10/15/2014 10:14 AM

38 what handouts? 1071572014 10:11 AM

40 Too generic. Opinion on requirements vary and no one staff member’s opinion can be counted on as ithas 10/15/2014 2:57 AM
changed in future reviews.

tal the forms cannot simplify the complex set of rules that in place 10/15/2014 9:54 AM

12 what handouts? | think thare should be an online forum 1o answer questions that they probably get every day. ora | 10/15/2014 9:47 AM
faq page online

43 What Is in writing is scidom the real requirements or conditions. 10/15/20114 2:38 AM

44 in Ten years | have never had a handout 10415/2014 922 AM

as Their online development code is cutdated and never gets gets updated Handouts usually conflict with anfine 10/15/2014 9:13 AM
information

46 A working sample of acceplable approved plans would be a usefu! addition to the handouts, 10/15/2014 9.11 AM

ar What handouts? 10/15/2014 9:1G AM

48 handouts? 10/15/2014 8:09 AM

:B the fee chariis foo defatled and hard 1o understand 10/15/2014 9 01 AM
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024 Inspectors rarely found errors in the
field during construction that shouid have
been caught during the plan checking
process.

Strongly Agree

No Opinion |

Disagree

Strongly
Disagree

Not Applicable

0% 10% 20% 0% 0% 50% 60% 70% 80% S0% 100%
Answer Choices Responses
Strongly Agree 4.67% 14
Agree 32.00% ag
No Opinion 20.33% a1
Disagree 22.00% 66
Strongly Disagree 15.33% 46
Not Applicablo 5.67% 17
Total 300
L Type any comments here Date
1 1 think 3 good way o describe the Wp or si Lie and plany s hostility thot 117472014 5:57 AM

they take out on the project. And remembey, since they get 1o make up the rulns as they go along, how are
mistakes suposed to have been caught during plan checking? Secause the rules jusi change..

2 n general, code complance review is not 3 problem 11172014 644 AM
3 Seo question 11. 10/28/2014 12:44 PM
4 What is aliowed/required by PDRD is often different from what is allowed/required by ir A However, § font 10/28/2044 7.00 AM
that the inspectors work to help get the project completed while PDRD serves as a roadblock
.
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5 No construcion involved 10/22/2014 6 50 P\
6 Sometimes it seems like two completely different worids. 10/22/2014 8 15 AM
7 In several cases the inspeciors have over slepped their bounds stopping a project for added equipment that was 1042072014 2 01 PM
not roquired. This causo conffict chonts ongi s and tho PDRD.
8 Thie happons constantly! 10/20/2014 11.02 AM
] inspectors mako up their own rules on the fiy tausing disruption fo the projoct 10/20/2014 7:15 AM
10 It has beon gotting botior, 10520/2014 5:51 AM
1 As a builder this has cost moe almost 2 months of dolays on two Seporato projocts. Approved by plan roview then 10/17/2014 615 PM
issues in the field regarding visrl ahility and sethack concems
12 it's not a matter of errers, but on two large prejects of ours i ctors re-interp condifions that had been 104172014 9:20 AM
discussed and approved in ihe review. The re-infompretafion cost money and time and in our case, o diont.
13 how can 3 pool revicw accept a very dear detail during plan review and then reject it in the field during inspoction 1041772014 7:48 AV
(the same persan)?t2?
1 This should be their trademark and it severaly delays a number of projects. 10/16/2011 7:08 AM
15 again, svongly disagrael 1011512014 7:47 PM
18 Inspeciions is one of the best, mosi responsive and fair deparl 10/15/2014 7.40 PV
17 No ali 1 bety review and 1 clion checklists, and this results in delays and expensive change orders 10/15/2014 5:056 PM
18 The inspeciors are 1co picky. and most items they find would never be addressed in the plans. 10/15/2014 343 PM
19 Inspeciors generally have different rules. elc. than are approved on plans. 10/16/2011 2 43 PV
20 The penmit application really needs to be re writien for the average folks. 1015/2014 2.30 PM
21 This usually happens when an inspeclor has a different opinion of a code requirement from the reviewer. The 10/15/2014 2:19 PM
problem is tha even when the Inspector can be proven wrong, there is no recourse hecause the C31 wont
ovemrule the inspector.
22 But this may be because | am vigilant of my own work. 10/15/2014 2 15 PM
23 in the past month | have had projects hit major financial hurdles riue 10 Austin Energy & Fire Departments 10/15/2014 1:51 PM
catching things or making blatani changes to their minds when the project was ready for inspection. The owners'
hands are tied, they pay the money and make changes in order 1o get their C of O. This is frustrating and
expensive for our clients!
24 Most of my construction ienceisin and the o y do not find planning erors (at 10/15/2014 1:42 PV
loast on my part).
25 occasionally 10/15/2014 1:36 P\
26 ithappens but no more than in ofher jurisdictions. 10/15/2014 1.08 PV
27 7% Thoro is not much connoction bolwoon plan roviow and fiold inspections. Lots of times, duo to tho work load 10/15/2014 1.02 PM
will "Boiler plate” review notes and it's passed on o the inspectors. it's an uncertainty that the Architect,
Contraclor and ownership have {o endure,
28 According to contractors |'ve spoken 1o, typically the inspectors make them change the construction based upon 10/15/2014 12:57 PM
what they want {o sce and not what was approved by Plan Review staff.
20 Insy and ravi continually disagrae on how things should be designed. The problem is that there is a 10/156/2014 12:56 PAt
bediof that emors should be caught by the revicwer. The crrors should be caughl by the engincer. Design is
continually taken out of the sealing engincers hands and put into the reviewers hands. This is unacceptable in my
opinion. The engincer should be trusted to supply an adequate design and once it is soaled, we are saying it
complies with code. There may be a couple of engineers that braak this code out there and they should be dealt
with, but the City freats all engineers as if they are trying 1o pub a fast one. Most of us just want to do the right
thing and be treated that way.
30 countless dems have been direct ficlions of r o 10/16/2014 12:54 PM
31 C 1ol insp PP d things thal didnt meet plans or code. 10/15/2014 12222 PV
.
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32 Don't know if errors of inspectors just being a pain in the ass and inferpreding differentiy 10/15/72014 12:16 PM
a3 The inspections depl and plan review depl frequendly disagree over requirements... 10i15/2014 1145 AM
kY] Tratfic and envi i isreg; pproved plans. In fact, getting traffic and E&S controls approved 10152014 11:.38 AM
by City staff is a waste of ﬁme because the onsite inspactor tends 1o throw out approved plans and make projacls
do something diffcrent, adding cost
35 Nearly impossible to figure cut from plans 10415/2014 11:13 AM
36 You can't kinow what an inspertor is feeling like that day He might forgive something famly major today and gig 10/15/2014 11:06 AM
you big ime on somcthing insignificant nexd time (a handrail that is 35° high instcad of 36" high).
37 A few 10/15/2014 10:58 AM
a8 this has not happened on owr projects 10415/2014 10:45 AM
39 There is a disconnect betwaen in-office and in-fisld 11542014 10:41 AM
a0 But | am good at what | do 4o | watch out for mysett 10/1572014 10:08 AM
1 Not so much errors as preft of i {ors. Inspeclors arc changing designs in the ficld and then requiring 10/15/2014 9.57 AM
contractors and engineers 1o 'comreet’ the plans from the inlented and designed.
42 Except for Residential 10/15/2014 9.5 AM
43 The inspactors in the fetd have been applying codes that the plan reviewers are not enforeing. itis difficutt to get 10/16/2014 9:62 AV
@ permiit and then urthermore find out in the ficld that inspoctor is expecling somothing oise,
M I'm never in the ficld with the inspectors. 10/15/2014 947 AM
a5 No errors found, but inspaciors required costly anrd undocumented surveys before and atfter build -- aven though 10/15/2014 9:32 AV
plans werg ravi and app d from ys and to-scale plans.
16 | have also found the inspectors to be the most walling to resclve issues. 10/15/2011 9:28 AV
47 This Is getling worse and worse. Now that inspectors have overriding veto it sucks. 10/15/2014 917 AM
‘48 Inspectors are wanting fo sce ditforent things on plans than are required during revicw. Tho Inspuchons 10/15/2014 9:14 AM
depariment is VERY difficuft 1o work with and are NOT helpful while proj are under d
plans moan nothing to thom, and thoy come up with their own set of rules and design criteria alf the ﬂmc
49 it does happen though 10/15/2014 813 AM
50 One inspactor missed the fart thal many fire walls were missing altogether on a major building. 10/15/2014 913 AM
51 There are many details req in the plan mat are typically never reviewed in the field 10/16/2014 911 AM
by inspactors. This means that thoy serve no purpose in the construction process.
52 They usually have their own unique ilems fo deal with. 10/15/2014 2:10 AM
53 'm not as involved in the Construction Phase of the project. 10/15/2014 9:03 AM
.
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Q25 It is clear when Board or Commission
review is required?

Answered: 304 Skippod: 6

Strongly Agree

D‘swme -
Strongly
Disagree

Not Applicable

0% 10% 20% 30% 40% 50% 60% 70% 80% 9% 100%

Answer Cholces Responsoes
Strongly Agroe 2.96% [:]
Agrao 21.38% 65
No Opinion 29.93% 9N
Disagree 25.68% 78
Strongly Disagree 8.22% 25
Not Appficable 11.84% 36

Total . 304

¥ Type any comments here Date

1 This is not a dear and consistent as it should be 112014 644 AM

2 This is decided by reviewers attitude and does not relate to enay specific guidefines. 10/20/2014 11:02 AM

3 Never dealt with this 10/17/2014 615 PM

4 At presant, Historic Reviow is putting up ait housos for Commision roviow because there are 50 many demo 10/16/2014 3:57 PM

permit applications. However, thatis not follow Historic Commussion guidelinesn order for a house fo qualify for
historic designation it must meet the legal requirements. Most do not ard i is simply an extra fec and exira time
that goes info this that is really not required. Unacceptable!

5 COA has revisod changes with no jon...ic boat dock i 16/16/2014 6.33 AM
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6 BOA did not anew i tion of the garage orri and delayed our project one month 10/15/2014 8:28 PV
7 So far, haven't had 1o go this route. 10/156/2014 2.:19 PM
8 Thus 1s typically handled by a civil engi ) I 10/15/2014 1.51 PM
9 Staff usually sleer you the right way in this regard. 10/15/2014 1:42 PM
10 Typically, yos, with tho oxcoption of variances then it is nof always the caso 10/15/2014 12:57 PM
11 Nothing fike getling the comment that you need 0 go fo o hoam or commission on your third round of comments! 100152014 12:56 PM
12 Board of adjustrent staff are unclear on rode issues. 1.0! 1512014 1222 PM
13 Historic review process is very subjective attimes. . 10/15/2014 11:36 AM
14 I've never experienced this need. 10/15/2014 11:24 AM
15 Hasn't hoppened {o me 10415/2014 11.06 AM
16 yous should not have to go betare Board or Commissicn because you do not agree with an “inlerpretation” 10/15/2044 10:36 AM
17 1 have no idea what the board or commission review is or when i's required 10415/2094 952 AM
18 See No. 10 above. 10/15/2014 9:13 AM
19 Always surprised when staff can ly aps hi 10415/2014 910 AM
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126 The Board of Adjustment was useful.

Answered: 308 Skipped: 2

Strongly Agree

Agree

Not AppHcable

D% 0% 20% 30% 40% 50% 60%

80% 8% 100%

Answer Choices Responses
Strangly Agree 0.32% 1
Agree 6.82% 21
No Opinion 4TA0% 146
Disagroo 11.60% 36
Strongly Disagres 8.44% 26
Not Applicable 25.32% 78

Total 308

® Type any comments here Date

1 huge power frippess that just want to punish and lecture 10/27/2014 3 33 PM

2 There is clear favortism foward neighborhood groups with the Board of Adjustments 104252014 12:34 PM

3 Necessary. bul probably not “useful.” 1072172011 8.03 AW

4 The BOA is fermble. Seemingly no toic or effort to be consistent Many members do not appear fo have firm 10/20/2014 8.2C PV

grosps on the codes and issues at hand,
5 They make the requirements and $me frame so excessive itls in most cases not an option. 10:20/2014 2.08 PM
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I have been 1o the BOA probatiy 4 times in 25 years. | have had i PP o and disapy cd. | have
no idea what the BOA's function is as a body. They cannot app ything for fi | ip, bist every
single problem that comes before them coutd be solved with more monoy. so somefimes fhcy agree with you and
somatimes they say it's a financial issue and don't agree with you. We avoid the 30A as muich as passible. I've
lost touch with the current board, but typicolly they 1o have i ant {1

Seems rather inapproachable and inflexible for case-by-rase special siluations.

Haven't had to resort to this.

The oriteria 10 meet feels a litte off. Hardship is valid, hut have seen this tweaked and marde very difficult fo meet.
They are fair and consisient but not very flexible. unless neighborhood groups support a preject. 7

1 would never describe the B.0O.A, as useful. i is a process where one goes when fhere is no other option.

If you have fo go {o the BOA .. good kuck

Staf! needs to be tralned in code and proced or referto whols.

itis a subjective and g p for all owners and profassionals Thera has got to be a more efficient way
to grant exceptions 1o our land development code. | am also dubious about the members of the BOA and their

personal agendas.

BOA broughi up issues relating 1o affordability in & zoning case

6 oul of 7 voles Is a bad idea. Some of them are blased and anti development
The Board is highly influenced by vocal minonty.

In saying no. .

Thoy have too much power. My ciien had 1o gcl a variance and il took 4 months for 3 15 minute mig with BOA.
Then thay approved the project 10 bulld a second story over the first, even though it was 7inches over the
sciback. Whal o waste of ime! Someone elsc should handie this sort of case more quickly.

not in case of NP

The BOA is meant to be quasi-legal and not political. When thoy ask if tha neighborhood is in agreement or nat
on an issue, then it is cleardy political

The hoand of adj t raroly app 1s for when thay are submitted prior fo construction.
Receiving a vani typically ires the use of a paid consultant for representafion ot the Board. My
experience has been that the board approval is most likely given when a request is made after something has
already been constructed

1041772014 9 20 AV

10/16/2014 11:51 AM
10/15/2014 2:18 PM
10/15/2014 2:18 PM
10/15/2014 1.42 PM
10/15/2014 12:57 PM
10/15/2014 12:56 PM
10/15/2014 1222 PM

10/15/2014 10:45 AM

10/15/2014 10:36 AM
10/15¢2014 10:21 AM
10/15/2044 10:17 AM
10/15/20:14 9:57 AM

10/15/2014 9:47 AW

10/15/2014 9:13 AM

10/15/2014 9:11 AM

1071512014 9.11 AM
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Q27 The Building and Fire Code Board of
Appeals was useful.

Strongly Agree
Agree
No Opinion |
Disagree .
Strongly
Disagree
Not Applicable
0% 10% 20% 30% A0% 50% 60% T0% 80% 0% 100%
Answer Choleos Responses
Strangly Agree 0.00% 0
Agree 1.64% 5
No Opinion 57.70% 176
Disagreo 4.92% 15
Strongly Disagree 262% 8
Not Applicable 3311% 101
Totad 305
L] Type any comments here Date
1 The fire code especially in regards lo sngle famuly new homes 15 very undlear. And even the cily staff doesn't 1012012014 2.08 PM
know where 1o direet you for clarification
2 do not know of any cases, would be useful instead of case by case solufions by statf 10416/2014 8.32 PM
3 never used them of knew they exsted 10/16/2014 6:33 AM
4 Haven'{ had {o resort fo this. 10/15/2014 218 PM
5 Yeos but didn't havo proper suthonty 10/15/2014 1222 PM
] I've never gone this route with a rejection. Extending a project's Smetine 1o go through an appeal however is an 10/15/2014 11:24 AM
endeavor most people don't have the time or money ta do
7 Neverheard of it. 10/16/2014 10:18 AM

8 big waste of gov. ime and moncy 10/15/2014 917 AM
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(128 The Design Commission was useful.

Answered: 302 Suipped: 8

Strongly Agree

No Opinion

flesaree H
Strongly
Disagree

Not Applicabie

0%  10% 20% 30% A0% 50% 60% 70% 80% 0% 100%

Answer Cholces Responaes
Strongly Agree 0.33% 2
Agroe 4.30% 13
No Opinion ' 51.32% 156
Disagree 10.60% 32
Strongly Disagree 5.96% 18
Not Applicablo 27.48% 83

Total 302

# Type any comments here Date

1 Qaly tho Design Commission thinks the Dasign Commission is usaful 10/16/2014 6:32 PM

2 If a commission does nol have approval power over a projed, it .-;hnulrl not exist 10/15/2014 1.42 PM

3 Who's this? 10/15/2014 1 02 PM

4 Onc goes before them because one has to. 10/15/2014 12:57 PM

5 Confusing. no direction 10/15/2014 12:56 PM

6 never heard of d 10/16/2014 11:04 AV

7 anofher waste, do away wi sub chaplos e and f 10/15/2014 10:27 AN

9 opinions without code inforcement 10/15/2014 8 .57 AM

10 another waste of iax dollars 10/15/20149:17 AM

11 The COA sheuld not be practicing architectural design. 10/15/2014 9:13 AM
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029 The Environmental Board was useful.

Answered: 307 Sklpped: 4

Strongly Agree

No Opinion |

e -
Strongly
Disagree

Not Applicable

0% 10% 20% 30% 0% 50% 60% 70% a0% 80% 100%

Answoer Choices Responsos
Srongly Agree 0.65% N
Agree 4.23% 13
No Opinion 48.86% 150
Disagree 12.05% 37
Strongly Disagree 8.51% 20
Not Applicabic 27.69% 85
Total 307
# Type any comments here Date
1 Again, another sot of pcople with the unstated goal of making sure no development occurs 11/412014 3 57 AM
2 Did not go 1o the board, but the environmental reviewaer was the higgest problem as menfionad above. We finally 1071772014 2 54 PM
had 1o abandon this division as we are senior citizens with limited income and were already at 13,000.00 and
clmbing
3 HUGE waste of ime for alt invoived in tho recent aggregate mulch issuc - compiele failure of the systom, but 1041712014 7 48 AM
allowed the COA fo check off their kist, “we lisiened to the public®
4 There seems o be some passing the buck between the BOA. Planning and Zoning and Environmental Soards 10/16/2014 11:51 AM
5 Neeed to maintain correat purdew of cases presenied and not view on personal levet 10/18/2014 6:33 AM
[} same as ahove 1041542014 1257 PM
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T “The environmental board needs to really think about how thoy give direction to staft. Thoy do not generally 10/15/2014 12:56 PM
understand the magnitude of the decisions they make and how difficult and unclear their directions can be. This
puis staff in very difficult positions.

8 Exiremely pnli-development and oversicps their authonly all the time. 10/15/2014 11:53 AM
9 again never heard of it 10/16/2014 11:04 AM
10 Neverheard of it 104152014 10:18 AM
n Uniil the Borad 1akos control over the siaff iIncompetence it does nol work. 10/15/2014 10:00 AM
12 The EV board has Iately been focusing on non-EV issues and is polifically driven rater than technically, 10/15/2014 9.57 AW
13 big waste of money 10/15/20141 6:17 AV
14 why go fo the EV Board who can't even approve anything withoul ZAP. Seems a litfle redundant, 10/15/2014 9:09 AM

Ve
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Q30 The Historic Landmark Commission

was useful.

Answered: D5 Skippad: 6

Swrongly Agree

No Opinion ;

- .
Strongly
Disagroe

Not Applicable
0% 10% 20% 30% 0% 0% 60% 70% 80%
Answer Cholces Responses
Stongly Agree 0.98%
Agree 14.75%
No Opinion 41.84%
Disagree 1049%
Strongly Disagree 8.52%
Not Applicable 23.61%
Total
] Type any commaonts here
1 They were the keast oficnsive on the projects I've worked on. At the same e, | found their nputfo be a
complele waste of fime on the projects becasue the houses were clearly nof of historical value, but they had fo be
consuRed anyway.
2 Lasttime | had to deal with them, it was a difficull process. They wanted me o add some “architeciural elements”

to the project. Whien | agreed and asked what they wanted 1o seo. they coutd not tofl me. H took me asking

numerous tirne what they wanied 10 see before they would make a suggestion.

W% 100%
3
a5
127
32
26
72
305
Date
11942014 5:57 AM

10/28/2014 7°.00 AM

3 Woe just got mvolved with it for the first time. Extraordinanly confusing! 1042212014 8 15 AM
4 Un-necessary in mos! cases 10/1772014 101 PM
5 bjective, further restrics citizen property nghts, and being improperly appliod ily costly to tax rolis 10/18/2014 8 312 PM
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8 admin shouid have more discretionary authority for houses over 50 years old 10/168/2014 5.13 PV
7 Commissioners are ofien iased and full of subjective “wanis”, not real objective feedbacik 10/16/20104 11:51 AM
8 {ax mcentive and not historicat. Texas is nol that old compared fo rest of USA 10/16/12014 6:33 AM
9 This 1s 3 fair welt run division. Afl of histotic revicw from Mr down s and rosponsive 10/15/2014 7:40 PV
10 i had a domo posspondod for 3 months and ol which ime il was approvod was told "sorry your domo should not 1011512014 4:51 PM
have been delayed. i thought this was a different property.”
1 Unirss a project is in a historie distict, or unless the bullding is a k, the C has only 10/15/2014 1:42 PM
ovisory power, and is a uscloss rcadblock.
12 anme as above 10/15/2014 12:.57 PM
13 Last time | was here, their niling conflictad with Code. To be fair, most do nol ur the Land D 10415/2014 12:56 PM
Code and do not the imp 15 for proj
14 The cerfificale of appropriatoncas committee is useful. 1041512014 12:22 PM
15 Difficult to reach though 1041512014 1145 AM
16 Perhaps the worst board a1 the City (ususally star mieetings Iate andofien do not have a qurom. They are totally 10/15/2014 14:36 AM
unrensonable at times and give short shrift to the rghts of properly owners. Their position is thal # something is
old. # is aulommatically worh saving, notwithslanding the facl that the cosi of repairs can exceed what the properly
can be scid for and no one in thair right mind would do such a thing
17 These guys might as wdll be located in the naiont's capitel. Wailing on a Hislory Reviesy from them is fike waiting 10/15/2014 11:06 AM
for Haley's Comel fo make its once-every-75-year relum
18 Serves moslly io siow down fhe process and has no real power beyond that. Having {o walt more than 5 minutes 10/15/2014 11:04 AM
for scmaone 1o rubber-stamp an approval for work on the rear of a non-contnbuting structure is Y.
19 they are prompi at responding to emails. reviewing projects. and providing helpful information sbout their 10/15/2014 10:45 AM
process
20 Did net know | could meet with them. 10/15/2014 10:18 AM
21 The H_C is highly influenced by vocal minonty. 10/15/2014 10:17 AM
22 the i ignation is sillicr as houses builtin the 80's are becoming ~histoncal™ 10/15/2014 10:.09 AV
23 It's a nightmare 1015/2014 9:26 AM
24 Historic neighborhood designations are mostly a sham 10/15/2014 9:21 AM
25 This dept. has no clue on what it is doing or has any construction knowledge 10/15/2014 9:17 AV
26 The H.C is a terrible piace to appear. | hove been there multiple times in the pursuit of demoliion permits. The 10/15/12014 9:11 AM
HLC's purposo ic to dotormine whothor or not a property is Historic. if you roquest a domolition pormit, thoy will
do everything they can o keep you from demdlishing. If you requested a Historic Designation for the same
property, they will do everything they can fo keep it from being named historic. 1 think that when propertics arc
presenied to the Board, they should be unaware of whether you are requesting demolition or historic designation.
This would eliminate the exireme bias they apply o all of their cases.
27 Individuals are helpful, but requirements for what properties are reviewed is flawed 10715/2014 9:04 AM
.
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21 The Land Development Code Advisory
Group was useful.

1
Strongly Agree

Agret ‘

No Opinion | ‘ ]

o .

Strongly
Disagree

Not Applicable

0%  10% 20% 30% 40% 50% 80% 70% 80% 0% 100%

Answer Cholces Responses
Strongly Agreo 0.33% 1
Agree 5.33% 16
No Opinion 52.67% 158
Disagree 11.00% 33
Strongly Disagree 3.67% 11
Not Applicable 27.00% 81

Total 300

# Type any comments here Date

1 This group s uscful but not {o the degree that it showld be because there s far too much complexity and 11/1/2014 6:44 AM

g throughout aty dep 1hat this group cannot ovorcome

2 jury is out on this. Not sure what impact CAG will ulimaticly have 10/15/2014 2:15 PM

3 Not a refevant question 1041502014 1257 PM

4 1 think that there Is a very large disconnect regarding how useful he code is. There are multiple confliciing 10/15/2014 12:56 PM

provisions in a code that onginated in the 80's and the new urban ragulations we have adopted.

5 For code next? Not sure who you mean 10/15/2014 1222 PM

B nover heard of it 10/15/2014 11:04 AM

7 they have useful advice. but | feel that they should be able 1o monilor, or at least interact with. the residential 10/15/2014 10:45 AM

review process more dosely.

8 nover heard of them 10/15/2014 10:21 AM

L] Neverheard of if. 10/15/2014 10:18 AM

10 Only if the CodeNext rewrite proh ing comp ive and funcli 10/15/2014 957 AM

11 if they can make the code read comecsy for everyona. 10/15i2014 9:38 AM
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032 The Mechanical Plumbing and Solar
Board was useful.

Strongly Agree

No Opinion |

Not Applicable

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Answer Choices Responses
Strongly Agree 0.33% 1
Agree 299% 8
No Opinion 50.47% 179
Disagree 3.90% 12
Sfrangly Disagree 2.99% g
Not Applicable 30.23% =
Total 301
#H Typo any comments horo Dato
1 The siaff was nico enough. Thare are just not erough of thom with high loveis of experlise. | cant get answors in 10/17/2014 10:.08 AM
a tmely mannor.
2 THE WORST WE HAVE EVER EXPERINCED 10/15/2014 5.16 PM
3 1 have no idea what the Mechanical Plumbing & Solar oard is? Arc you desenbing the Mechanical & Plumbing 10/15/2014 11:24 AM
Review Depariments?
4 Hasn'{ been a need in my case 10/15/2014 11:06 AM
5 No need yot 10/15/2014 10:24 AM
[ Naver haard of it 10/15/2014 10:18 AM
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Q32 The Planning Commission was useful.

Answered: 302 Skippoed: 8

Strongly Agreo
Agree
No Opinion 4 |
4= St L L1 A AT S A A |
mmm _
Strongly
Disagree
Not Applicable
0%  10% 20% 30% 40% 50% 80% 7% 80% 0% 100%
Answer Cholces Responses
Stongly Agree 0.66% 2
Agree 12.58% 38
No Opinion 47.02% 142
Disagree 13.26% 40
Strongly Disagree 4.97% 15
Not Appkcahle 21.52% 65
Total 302
# Typo any commonts here Date
1 Honestly, don't know if this was a commissicn | dealt with. So 1o e on the side of caution, I'm saying we did and 11/412014 §:57 AM
they were jusi as awful as everyone else
2 This group has proved 1o be more reasonable than ofhers | have had the experience of working with 101252014 12:34 PM
3 it's a wastc of tme. They go straight off of staff dation, H i's wied by staff just app i 10/20/2014 11:32 AM
a4 un y 1 for most Added burden for projects. 101742014 1.01 PM
5 No "planning” going on here 10/15/2014 2:15 PM
8 1 don't understand the point of fhis survey question. They never are useful. 10/16/2014 12:57 PM
7 Thoy work very hard and need good staff assistance 10/15/2014 12:22 PM
8 | have no idea what the Plamning C is7 Are you o inp the Building Plan Review Depariment? 10/15/2014 11:24 AM
2 Did not know | could moot with them 10/1572014 10:18 AM
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(134 The Residential Design and
Compatibility Commission was useful.

Answered: 300 Skipped: 10
Strongly Agree
No Opinion |
Disagree

Strongly
Disagree

Net Applicable

0% 10% 20% 30% a0% 50% 60% T0% 80% 0% 100%
Answer Cholees Responses
Strongly Agree 0.00% 0
Agree 5.00% 15
No Opirion 46.33% 139
Disagree 12.33% 37
Strongly Disagree 8.67% 26
Not Applicable 27.87% 83
Total 300
¥ Type any comments here Date
1 The McM 15 at best a ndicul nblage of vague useless rules- that have severely cnppled 10/20/2014 2.08 PM
the review process and have nol done anything to improve our buill environment.
2 | recenily pulled a residential permit that had an bustin the ian ondi -astexp 1o 10/17/2014 ©.20 AM
the reviewer - and was {old that it would not be allowed | toid him that we would fike 1o sit with the residential
design and compatibility commission and go over it and was told that there was net such commission.
3 awful itile fiefdom 10/16/2014 6.32 PM
1 This is the most worthicss of af boards and col Evon the arc ready o sunsel this 10415/2014 2:15 PV
comrassion. G redundant ot BOA, and the membars are really bad derision makers anyway.
5 This commission, and the rules it enforces, should not exist. Period 10/15/2014 1.42 PM
. .
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6 The residential group is in the weeds! 10/15/2014 1.02 PV
7 They should be disbanded. They are out of contral and do not acl in accordance with their stated role but vole 10/15/2014 12:57 PM
based upon what the neighborhood groups want.
a i should have a broader charge of neighborhood compatibility 10/16/2014 1222 PM
9 another waste, do away w/ sub chapter e and f 10/15/2014 1021 AM
16 Did not know | could meet with them 10/15/2G14 10:18 AM
11 useful because they were requinod. McMansion ordinance is a massively cookic cutier type application 10/15/2014 10:09 AM
12 poorly written, absurd ordinance 10/15/2014 9:13 AM
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35 The Sign Review Board was useful.

Strongly Agree
Agron
No Opinion ‘
Disagree @
Strongly '
Disagreo
ot Applicable

0% 10% 20% 30% 40% 50% 60% 70% 80% 0% 100%

Answer Cholces Responses
Strongly Agree 0.00% 0
Agree 3.34% 10
No Opinion 57.19% 171
Disagree 3% 19
Strongly Disagree 201% 6
Not Applicable 34.11% 102

Total 200

# Type any commonts here Date

1 Signs are one area the City reguiates well and fairly, in my opinion 10/15/2014 1 42 PM

2 they are way o tough and slow to look at anything 10/15/2014 9 17 AM
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(136 The Zoning and Platting Commission
was useful.

Strongly Agree

Disagree

Strongly
Disagree

Not Applicable

6 10% 20% 30% 40% 50% §0% T0% 80% 9% 100%

Answer Choices Responses
Skongly Agree 0.67% 2
Agree 13.711% 41
No Opinion 49.16% a7
Disagrao 7.60% 23
Strongly Disagree 3.68% n
Not Applicable 25.08% IS

Totat 299

# Type any comments here Date

1 Again, they dont communicale with anyone. 10/16/2014 7.08 AV

2 Yes, Love Betly Baker, always will. Straight shooler 10/15/2014 2.15 PM

3 again. this is a pointiess question 10/15/2014 12:57 PM

4 Dopends on the project, but usually the commission takes prompl action 10/15/2014 11:53 AM

5 Did not know | could meet with them 104152014 10:18 AM
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Q37 1 am aware of and utilize available City
information that is online.

Answered; 366 Skipped: 4

Strongly Agree

Agree

No Cpinion

Disagree

Strongly
Disagroe
Not Applicable
0% 10% 20% 30% 0% 50% 80% 0% a0%
Angwer Cholces Responses
Strongly Agree 27.78%
Agree 50.48%
No Opinion 261%
Disagree 4.58%
Strangly Disagroe 3.58%
Not Apphicable 1.96%
Totat
# Type any comments here
1 1 appreciate the information enline and it is nice 1o see that the online information, untike the city staff, doesn't

“change ifs story” Bul what's the point if PORD staff in the ficld can just diagree, ovarride or claim that there arc
regulations/processes that must be followed that aren't pested online?

0% 100%
84
182
8
i8]
11
G
306
Date
11/4/2014 557 AM

2 Since the website changed we are unable to find the standard city details. 103012014 3:10 PM
3 need 2 list of recently changed stondards. 10/23/2014 7.32 AM
4 not easy 1o search/navigate 1012212014 11.34 AM
5 I try, but / can be difficuti to find things. 10i22/2014 8.15 AM
.
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The "look” of the website is greal, but ANY information | try fo find Is buried, obsture, and exiremely difficult to

- 10/21/2014 8.03 AM
find
7 There is nothing of value with regards 1o TIA's. The City of Austin doesn't aven post TIA's that have been 10520/2011 11:20 AM
complcied oniine,

- 8 The infarmation is imposible to find or aceess on line. 10/2072014 11:02 AM
Q It's 10o hard to find the information that | necd 10/20/2014 10:15 AM
10 | use the online resourced daiy. /1742074 1:01 PM
" website could stil be more user friendly 10/16/2014 5:13 PM
12 { am aware of it. but find it the most user UN friendly interface that | use. Very difficult 1o find even common code 10/16/2014 357 PM

or ordinance answers
13 is org poorly. Is not easy 1o find. 10/16/2014 12:26 PM
1 1 am not aware of any updstes thal are made. Cily needs to post things more frequently and {ransparently. 10/18/2014 11:51 AM
15 Problem is that il is not all ible or updsied regularly 10/16/2014 6:33 AM
16 what info ondine?? you people are operating in 1985. 10/15/2014 7:47 PM
17 Hard to mancuver, but | have my ways. 1071572014 2:15 PM
18 The Cily's onfine codes and GIS fools arc very useful and assist me in doing my work. 1 like them very much 10/15/2014 1.42 PM
19 What 1 do know about | use, and it useful. The City’s webslte receives very tow marks though. i is not very user 1015/2014 11:45 AM
fricndly, and there is @ lot of information nilssing
20 The Piats, TCAD {esparially good) and Property Search are all informative and current 10/15/2014 11:06 AM
21 Try getting 1o the wehsite that must he accessed 1o schedule a permil without having the web address saved in 101512014 11:04 AM
your computer or writien down.
22 Found this out on own 10/15/2014 10:51 AM
23 I oftan use tho pemmit search, GIS maps and iry to download permit applcations 10/15/2014 1045 AM
24 the City's information is ofien cutdated or incomedt, very difficult to navigate 10/15/2014 10:36 AM
25 Online updatas are slow, pulied residential application from website only to find oul that a new form was initiated 1071572014 10:11 AM
3 wecks cardier
26 Cumbersome Wab site. Finding what you need is difﬂt.mlt 10/15/2014 10:02 AM
27 code references and contact info 10/15/2014 9:57 AM
28 recent n mprovemants 1o websile - need more help w/ GIS 10/15/2014 §:54 AM
28 | always the the permil online, just 1o make sure it's the most current version. back in Jan 2013 It changed on me 10/15/2014 9:47 AM
from moming io afiernoon. Thal was very annoying!
30 The dity has many valuabie onfine toois, however they often move around and can be difficull to tnd (ncany 10/15/2014 9:45 AM
impossible for the everyday citizen).
31 W has {aken 2 months 1o get me signed up for the website and still not linked 1o my company 10/15/2014 9-44 AM
32 I have ofton found that it is not up to dato. 10/15/2014 9.28 AM
33 'm aware of it and utifize # when possible, but in most cases there isn'l useful information provided online. 1041572014 9.27 AM
k2] worst web site in the world 10/15/2014 917 AV
35 I'm aware of how uninformitive it is. 10/16/2014 9:13 AM
36 When I can find il. 10/15/2014 9:11 AM
37 Yés. { spend many hours of my week digging thru the new MuniCode site which can be difficult to search thru 10/15/2014 9:10 AM
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Q38 The City’s website provides
comprehensive and useful information for
the Planning and Development process.

Snswered: 362 Skippet: B

Strongly Agree

No Opinion |

Disagree
Strongly
Disagroe
Not Applicable
0% 10% 20% 30% A40% 50% 60% 70% 80% 9% 100%
Answer Cholces Responses
Stongly Agree 5.30% 16
Agreo 4437T% 13
No Opinion 7.95% 24
Disagroe 20.14% &8
Stongly Disagroe 12.25% 37
Not Appicable 0.99% 3
Total ) 302
# Type any comments here Date
1 There is a wealth of information, but it is well hidden in @ maze of constantly changing structure trees. 11/412014 12:36 PM
2 Again. the information is useful, but PDRD staff scem to resent and disagree with the information 117412014 557 AM
3 hard fo find info 11/3/2014 113 PM
1 information is missing and often out dated 10/28/2014 9.37 AM
5 it is getting better. Less and less dead limkes 10/28/2014 7.00 AM
[} it does but is hard 1o find/avigale 102712014 333 PV
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Planning & Devclopment Review Department Customer Survey - Austin, TX

somewhat

not easy to hinavi the City provi hot ied pri faining how to use some of the weh

pages. that is rediculous.

Disorgamzed.
The A i i is only pi din its original form- without any of the numerous updates. changes
eic. i is absurd.
ing an which application checkdist i nead to use
it's 1oo difficult to manuver through
difficult to navigate

The Amanda sysiern was groot in 2004, it is a joke now a days. Everything should be abie 1o be submitied online
including field notes and third party mspections and reports.

Stuft is spread out foo much

Protty good, but not comp or 0asy to navig
prefty much. gotiing better
need acoess o standards and forms, such as iaf land: request form, Great Strects

Program criferia. downtown master tree plan, efc. as il is now. you have to know the right people fhen have them
email # 1o you to make sure you have the curment version. (ifs 2014).

its just hard to navigate and find

Extremely confusing

is izod poorly. i is not oasy fo find.

Ncods betler floweharts. contacts and City Code interprelations more clearly accessible.
very cumbersome

thats a farce

What difference does it make they do not follow the master plan which is against the law. THEY DONT CARE

I hate the City's website. | can't find anything on it ever since H was redons.

i wants to ask a question.. good luck having a cily staff answer the phone
it has gotien hetter, butit's still not a website that is extremely casy to use.

It foels bke walking into a dark closet and trying to find 2 book on a shelf. § fee! that | can find information | am
specifically ooking for, but | am always concemed about any related information that t may be mussing, simply
due fo not being ablo {o know whaore to ook

There is no central seurce of imfarmation as to what the process is and whal forms / fees / ele are required
hard 1o navigate

The website provides information if you know what you are looking for. i does net cutline or flowchart any
development procesas, so if you don't know what it is you need o do, then it's not very helpha.

You should take a look at the flow chart 10 see it you have alegal lol. Explain that to a lay person.
Sorme is hard 10 find even for experienced users.

Somewhat - bul you have to know exaclly what you are looking for to have any hope of finding it, snd even then
you may not.

The website redesign was a cluster*&*( because old links were not maintained. and it's difficult to find where the
new links are. Additionally in a related note, the new location of Ordinances is useless being exiremety diffcult o
navigale AND you can't seroll through the whale Ordinance!

difficult to locate.

BUT the lecations of d ts change i iy and then &

10/25/2014 945 AM

10/22/2014 11:34 AM

10/21/2014 6:38 AV
1042072014 2.08 PM

10/20/2014 11:32 AM
10/20/2014 10:15 AM
10/20/2014 7-15 AM

10/17/2014 6 15 PM

10/17/2014 12:21 PM
10417/2014 10.08 AV
10/17/2014 820 AM

10/17/2014 7:48 AM

10/16/2014 5:13 PV
10/16/2014 3 57 PV
10/16/2014 12:26 PM
10/16/2014 11:51 AM
10/18/2014 6 26 AV
10/16/2014 7 47 PM
10/15/2014 5:16 PM
10/15/2014 3-43 PM
10/15/2014 2:30 PM
10/15/2014 2:19 PM

10/15/2014 1:51 PM

10/15/2014 1:42 PM
10/15/2014 1:36 PM

10/16/2014 12:57 PM

10/15/2014 12:56 PM
10/15/2014 12:22 PM
10/15/2014 11:45 AM

10/15/2014 11:36 AM

10/15/2014 11.24 AM
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Often i is not up 1o date. and the proeess is ever changing

what a waste of lime you get lost iooking for -umplc things. the query never works properly
Too romplex, can't find what I'm looking for.

1 suggest flow charls for first iime and one time users - Start here, then go here, eic

The search function could be more like googlefworksthaha

Just have fo find it

aro dy and the p is not cloarly dofined
H 15 challenging (o find tho right information

That website is EXTREMELY hard to navigate. | have bookmarked ali the pages | need and iry o avoid
navigating that horribie site,

thera is enough information to raake you believe H is rve...until yeu di otherwise during the
building process

Generally but there has also been a fot of information removed with the new revamped website and information is
harder 1o find now or is nof hefpful.

Forms need {o be updaied

The now webh site 15 2 mess.

sometimes information that should be on the website is not or is difficull to find
Builncomplete

If you can find it

No one can creale o flow chart of the process. No one.

The websile does not ahways hove the most curent information

The information is uscful when you can find it!

10/15/2044 1119 AM
10/15/2014 10:21 AM
10/15i12014 10:17 AM
10/15/2014 10:11 AN
10/15/2014 10:09 AM
1041572014 10:02 AM
10/15:2014 857 AM

10/15/2014 9:52 AM

10/15/2014 947 AM

10/15/2014 9:37 AW

10/15/2014 829 AM

10/15/2014 9:26 AM
10/15/2014 $:24 AM
10/15/2014 9:22 AM
10415/2014 9:21 AM
10:15i2014 9:19 AM
10/15/2014 9:11 AW
10/15/2014 2.11 AM

10/15/2014 9:01 AM
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(339 The City’s website is easy to navigate.

Answered: 304 Skipped. 6
Strongly Agree
Agree |

No Opinion { "

Strongly
Disagree

Not Applicable

0%  10% 20% 30% 40% 50% 60% 70% 80% 0% 100%

Answer Cholces Responses
Strongly Agree 2.96% a
Agree 2{.71% 66
No Opirion 10.20% 31
Disagrea 38.82% 118
Strongly Disagree 2590% I
Not Applicable 0.33% !

Total 304

# Type any comments here Date

1I Stop changing it#! 11/4/2014 12.38 PM

2 100 many layers 11732014 113 PM

3 website is difficult and hard to find the information | am logking for 10/29/2014 9.37 AM

4 hard o find permit stalus sile 10/28/2014 1045 AM

5 It might bo gotling beticr. This should be a vary high priority. 10/22/2014 8:15 AM

8 It's ok. ) 10/20/2014 & 20 PV

7 Wa are finding our way through the new website with ease 10i20/2014 2:.01 PM

8 Itis easy but really rcally slow, 10/20/2014 8.09 AM
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] Clearly the person writing this has not been to the city websile 101712014 6:15 PV
10 It's a mess and cven the employees of the cily agreed with us thatit's termible after the (uneecesary) redesign 10/16/2014 7 08 AV
1 Land development code nol easy to navigate 10/15/2014 8:28 PM
12 ils ternble 10/158/2014 7:47 PM
13 Silverlight s not recognized by GIS viewer. biocks access 10/15/2014 2:31 PM
14 i is not organized in a way that is logical to me, but it would be impossible 1o be logical to everyone. 10/15/2¢14 1:42 PM
15 its no1bad, thore is alol of information there 10/15/2014 1:09 P\
16 The redesign should have been done by any one of the great local companies that perform this work. Further, the 107 15/2014 12:58 PM
changes 1o the code reference website arc h Technical is are b 10 navig:
17 Search function brings up obscure items but not the most relevant 1011572014 12:22 PM
18 The website is fike a labyrinth 101152014 12.10 P
19 if 1 type in 'permii process’ m the iy of Austin search box. | follow a #ink 1o ‘obtaining a building permil.’ fhis 1611512014 10:45 AN
directs me 1o the Austin Water Utility sde. Wiy is the Development site not the fiest one that comes up?
20 se@ above 10/15/2014 1021 AM
21 itis difficult to navigate. Though that may he the rase with any organization of this size. 10/15/2014 10:14 AW
22 it's ok, but | would find it useless 1o a one lime or new user 10/15/2014 10:11 AM
23 The new Municode is not as user friendly as the layout that was there for years. ) don' like the “parsing out® of 10715/2014 10.09 AM
information in small sections.
21 The naw ona neads 2 map 10/15/2014 9:47 AV
26 see commeni obove 10/16/2014 9:47 AM
26 But it's getiing belter! 16/15/2014 9.41 AM
27 getting betler 10/15/2014 9:37 AV
28 GIS and ot info is shvays hard o access 1041512014 9:21 AM
28 You have got {o be kidding me. 10/15/2014 9:13 AM
3n 1 have 1o go back and figure it out every time. and it keeps changing. It's frusirating 10/15/2014 913 AM
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240 The City Council treated me fairly and
were courteous.

Answered: 303 Skipped: ¥

Strongly Agree

No Opinion
|

Disagrec I
Strongly
Disagree

Not Applicable
0% 1% 20% 30% 40% 50% 60% 0% 80% 0% 100%
Answer Choices Responses
Strongly Agree 1.89% 6
Agren 18.83% 51
No Opinion 45.87% 139
Disagree 2.97% e
Strongty Disagree 3.96% 12
Not Applcablc 28.38% €6
Total 303
# Type any comments here Date
1 Fair and courleous are two different things. they should nol be put together in a single sentence 10/30/2014 937 AM
2 Had 1o get 5 permits 1o put Erick on the front of 2 buiklings that had been here 35 years 10428/2014 12:04 PM
3 If our projects end up m front of those guys it's a lost cause 10/20/2014 2:01 PM
4 Mayor t Je has ang rude and iesty as his term nears an end Speaking over colloagues and 10£20/2014 9:45 AM
staft
5 | have requested assistance on several different situations and never heard back from council members or their 10/16/2014 5:13 PV
staff.
6 At times, yes. But most of the ime, f'd get nervous going into the city because they often scolded you or yelled at 10716/2014 7:08 AM
you for not knowing all of their {confusing) rules.
7 The stoff ot the mayor office we're EXTREMELY RUDE . 10/16/2014 3:37 PM
8 Council is couteous. bui there are alvays behind-doors conversations happening that are political in nature that 10415/2014 1:51 PM

influcnce final dedisions.
9 They are a joket

10 only three more months; o not very applicable

10152014 1.02 PM

1071572014 2.57 AM
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041 Was your application uitimately
approved?

Answered: 304 Skipped: 6

Yes

Not Applicable

0% 10% 20% 30% 40% 50% 60% 70% a0% 0% 100%
Answer Choices Responses
Yes 88.82% 270
No 4.28% 13
Not Applicable e.01% 21
Totat 304
# Type any comments here Date
1 Yes, because | have the resources to jump through the eity's hoops. The money we spent on additional surveys., 114412014 557 AM
engineerning reports and other code- i issues requirad by the ity - was as much as some people plan
to spend on a remodol. Which of course means that this whole process is untair and designed to punish poor
people in our city, Which of course is probably the point,
2 Projecis have always been appi dult but the p 15 foo ofien far more arduous than necessary. 14112014 6.44 AM
The business owners are severely impacied by the slow process which transiaies in project delays resulting
additional costs which huri businesses
3 One paraon was nude in the pemit department 1012872014 12:04 PM
1 Our varipus apf are Y apf after going through great lengths that typically negatively affect 10425/2041 12:34 PM
the projects and, more imporlantly, don't follow he city's planning siratcgy {Imagine Austin).
5 Yes and then placed on hold as code compliance pul on hold for no pemit when they were looking ai the wrong 10423/2014 12:04 PM
address, Permitting would not remove the hold. Eventually, | was taken fo court whero | showed 1 had a permit
whaon codo compliance put me on hold for ne permit. Tho case was dropped, and | been {old to start the
pemitting procass over which | already had in place.
6 The process was so confusing and absurd that afler paying considerable fees (closs o § 1000) my condo 10/22/2014 8.59 PM
dghbor and | simply d the application p I was an ly i with little or
no help from PD I, and ofien ictory i an trom different planners,
7 My Plan Review was approved only after removing cerlain features fom the house, aven though those features 10/22/2014 938 AM
had been consisiently approved by the cily in numerous other Plan Reviews recently submutied by olher
architects and builders, and which did not conflict with any COA _DC codes or IRC 2012 codes.
.
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Typically we are approved with no comments and an email stating what a pleasure we are to work with. In the
more recem past that te review times have been much longer with added layers of process. Keep in mind we
have been tuming in as many as 30 projects a year for over 30 years.

Some have and some ane pending. 3ul the tion is irrel

Most are, but it can he a rollercoaster process.

I have not processed one TiAin the City of Austin thal didn't require multiple meefings to clear up issues

‘we have no choice but fo wade through the moss.

all of cur projects are ulti fy ap| d; h . it may take months beyond promised doadiines.

Not yet but all have been in the past

We cannot afford 16 pursua this given the aping raq

Most site and subdivision applicafions require a feam of ialized engi 1t and
Most ications require 6 months o one year for approvals.

Mostly yes.
At last. in the end: Hually. With no i

ion for time and cost to the difizen

with agroed on rostriciions

multiple apglications ongoing bul typically yes. expired permits are an issuc 1o addre held general
sccountable not non-GC's trying to acquire new permil 5t same address

3 months aftor ey said it would be.

We do numerous fypes of projects and not all of them are app d. Poor ding on this fion in my
professional oginion.

Gonerally they are atways cventually approved but only after undue cxpense and defay.
Inspections were smoother than plan review

you win some, you lose some

Yes. but could have been betier, cost less, and been a more affordable product.

In the ond. the SDP's we submit arc approved but the process of getting 1o that point con be expoensive and
frustroting, particulorly for the clients we reprosent.

After appealing fo the Direetor of Development on day 422. Then we meeived our permit in hours. We had becn
waiting for 10 days for a signature.

After mony, mony trics, | have pushed over 100 applications through the City in 11 years.
I run permit severy week. 99% are approved
Many were approved. Some expired.

No. not in every case

Yes, thoy aro {; } slways ulti y app but there are consisienily a grealer amount of “gives® tha
developer is required 1o preform {o finalize the approval.

All have been approved.
Gatling approval is what | do.

City staff don't do their job inifially. They copy a bunch of not applicable comments oul of a list and pasie it inlo

review comments, requinng wasted fime on our part. They seem 1o do this simply fo look fike they've looked at

the project plans and delay any reat review untlt atlcast the second submittal. This wastes everyone's time and
costs in Austin.

Most.but not all.

There are still projects pending

10/20/2014 2:.01 PM

10/20/2014 12223 PM
10/20/2014 11:32 AM
10/20/2014 1120 AM
1012072014 7:15 AM
10419720144 11:51 AM
10/1942014 8 52 AM
10/17/2014 2:54 PM

1071712044 1:01 PM

10/17/2014 9:20 AV
10/16/2014 6.32 PM
10/18/2014 2:15 PM

10/16/2014 8 53 AM

10/16/2014 7.08 AM

10/16/2014 6 33 AM

10/15/2014 7.40 PV
10/15/2014 5:05 PV
10/16/2014 4. 54 PM
10/15/2014 2:15 PM

10/15/2014 1:51 PM
10152014 1:43 P

10/15/2014 1:42 PV
1041512014 1:01 Pw
10/15/2014 12:58 PM
10/15/2014 12:57 PM

10/15/2014 12:53 PM

10/15/2014 12:22 PM
10/15/2014 11:45 AM

10/15/2014 1138 AM

10/15/2014 11:36 AM

1041572014 11:23 AM
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39 Notyat, still trying to roach a resolution with City staff 1041512014 10:42 AM
40 Yes atler 5 visits. Again nobody sends helper or derk. The most highly paid people are the ones you are making 10/15/2014 10:18 AM
wail
M ALWAYS LATE 10/15/2014 10:06 AM
a2 A site plon should not 1ake §-10 manths 10:15/2014 10:02 AM
13 most all applicalions are iy app d; it's jusi ihe cosl, ime. and resources thal it tokes to approve. for a 10/15/2014 9.57 AM
single amall-busineas applicant, these hurdles often ara i table and larger out-of-fown
applicants can more afford thesc unexpested delays and costs of permitiing but they eventually pass on thot cost
1o customers.
M Volume Bullder 10/15/2014 9.52 AM
15 But ) have a couple of applications ihat are cumenly rejected, and I'm working through them. 10/16/12014 9:47 AM
18 Buinever m a reasonabie time frame. 107/15/20141 9:38 AM
47 Not for the Historical iitee review p This p is very poorly un. 10/15/2014 9:26 AWM
48 It takes ontircly too long and o0 much 10415/2014 9:24 AM
49 atways in the end 10415/2014 913 AM
50 All of my 15 have tually been ap d. Usually several months or over a yoar later in one case. 10/15/2014 813 AM
This is because the plan reviews are worthless and everytime one resubmits plans H is another 30 1o 60 days
before new co are relumed. Often new ts thal were never addressed in previous reviews.
51 Nostly yos, some with major changes 10/15/2014 8 53 AV
.
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42 Several PDRD Divisions and other City
departments are involved in the building
and development process in the City of
Austin. If you experienced coordination
problems between any two divisions or

functions, please list them below.

Answor Cholces Responses
Coordination problems batwoen what? 100.00% 102
C , probloms between what? 50.00% 51
Coordination problems bet what? 23.53% 24
@ C. finat t b what? Date
1 Austin Energy and Buiding Electncal review 11420141 7:52 AM
2 oo many fo list. they seem 1o all have lud wars 11/4/2014 557 AM
3 trees 114312014 113 PM
4 PARD is the mxn dopariment that has given us atitude issues and askeng us fo adhere 1o ilems that are not 1073012014 3:10 PV
listed in the code.
5 AWU and frre 1073012014 12:11 PM
6 PDRD and AWU 10/30/2014 937 AM
7 auslin energy & plan and review depattment 10/28/2014 7:15 AM
8 pormit dopt 10/28/2014 12:04 PM
'] historic and all other depls 10/27/2014 3:33 PM
10 Plumbing and Austin Encrgy. 10/21/2014 6 38 AM
11 I generally don't undersiand why the applicant has to visit all the different depariments when equired. Seems like 10/20/2014 8 20 PM

It would be much more streamlined to have ESPA, required flow tests. or mosi other commonly needed
addendum moved through the system by city staff mone familiar with the process.

12 PDRD and Watershed Protection 10/20/2014 11:32 AM
13 ATD sheuld be soley msposible for TIA's. PORD should have a very limited role. 1042072011 11:28 AM
“ Site Plan Review and Commerdal Suilding Review 10/20/2014 10:04 AM
15 Plan rovicw and inspecfions 10/20/2014 9:38 AM
16 Flood Plain Review and Residential Review 1072012014 8:09 AV
17 Floodplain review - seems understatied? ;i 10/20i2014 551 AM
18 builidng 10/19/2014 11:51 AM
19 I istent application of cods bet repr tves of the same department 10/18/2014 1:50 PV
20 Inspections 10/17/2014 8:15 PM
21 AWU and PDRD do nol coordinaie 10/17/2014 1:.01 PM
22 Historic>Residential Review 10/17/2014 12:39 PM
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23 Plan review clecfrical and Austin Encrgy 10/17:2014 10:08 AM
24 downstairs al DAC and upstairs at plan review 101712014 9.20 AM
25 subchapter € - site plan and buiding plan review... need ALL comments simutaneousty 10i17i2014 7:48 AM
26 PDRD & other Ciy departments 1016/2014 6.32 PM
27 Austin Energy and Electrical Inspeclion procoss 10/16/2014 2.15 PM
28 Commeraal Suilding Reviow and Planning / Zoning 10/16/2014 11:51 AM
29 PDRD and AWU 10/16/2014 11:51 AM
30 Great Strects and everyone else 10/16/2014 9:06 AM
3 Iinspections and Plan Review 10/16/2014 6:42 AM
32 locating filos that statf takes from DAC archive 10/16/2014 633 AV
] Planning & Developmant and Fire 10/15/2014 10:12 PM
M BOA & Residential Destgn. B0A did nof understand interpretation 10/15/2014 8 29 PV
s AE and PDRD {Subchaptar E Conflirts) 10/15/2014 7:40 PV
36 They don't coordinate penod. They don'i care 10/15/2014 510 PV
ar PDR AE 10415/2014 5.05 PM
38 PDR and Inspection staff 10/15/2014 3:29 PV
39 Details and other information on approved sile plans are not ted and aps d by 1 10/15/2014 2:43 PM
a0 when yous calt in  final buliding inspection, it gels blorked if you have a tree pemut that requires a final 10/15/2014 2:15 PM

inspection, However, you can't call in a tree inspection with the sulomated sysiem.
a1 Plan roview and express permils 10/15/2014 1.47 PV
42 Commerdal Building Depariment and Fire Deportment with conflicting requirements. 10/15/2014 145 PM
a3 AWU and Public Warks 10/15/2014 1.43 PM
M Residential, Tree Raview 10/15/2014 1.42 PM
415 code compliance and permitling 10/15/2014 1:36 PM
46 waler ulifity and PDRD 10/15/2014 1:27 PM
47 building and fire 1011542014 1:09 PU
48 Review dept and permut center-My plans should be delivered 1o escrow box for payment and placed in aur bex in 10/15/2014 1.01 PM

permil center (Cody pools) 89% of tha time | still have o sign in 1o pick up my permits which takes a huge

amouni of time..
18 PARKS is at war with AWU. Actually had a Parks rep! tell me that parkiand frumps existing easements. 10/16/2014 12:68 PM

Thought AWU representative was going to have breakdown. Truly folt as though parks Dept. had hand out

asking for money at every inferaction.
50 AWU and PDR 10/15/2014 12.57 PM
51 Floodplain ond Drainoge Roviower. Hisir ible to gel a floodploin model revi d. It how qots fost 10/15/2014 12:56 PM

between infake and the reviewer. The reviewer doesn' notify the thal it wasn't ived. G t

come out saying please provide model. Model is provided in a formal update (which is required) and the same

thing happens.
52 plan review and inspectors 10/15/2014 12:54 PM
53 plan reviewers. and site plan exemptions 10/15/2014 12:38 PM
54 DAC gives wrong information 10/15/2014 1222 PM
55 ROW 10/15/2014 12:16 PM
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56 Legal and PORD 10/15/2014 12:07 PM
57 PDR and AWU . 10/15/2014 11:53 AM
o8 Every single one of them. 104152014 11:45 AM
59 Fire and Suiiding, in some instances each has a high authority but wants 1o wait until the other makes a 10/15/2014 1124 AM

judgement bul the back and forth between the two can 1ake an excessive amount of time 10 resolve issues.
60 Utilities and Trees 10/15/2014 11:23 AM
1] Arbor and Sidowalk. but then Sidewalk can be another "waiing for Haley's comof” sconario 10/15/2014 11:06 AM
62 Coordination with legal Dopt is ALWAYS a problem 10/15/2014 10:39 AM
83 waler, cec and planning 10/15/2014 10:36 AM
84 Water development. And the city engineers 1041572014 10:34 AM
65 Di Resirlential R and Flood Plain Reviewers 1041512014 1021 AM
66 Bullding plan reviow and DAC. DAC reviews Zoning. 10415/2014 1020 AM
&7 Legal Dept 10/15/2014 10:18 AM
68 All of them fo some degree. 10/1512014 10:18 AM
] ing and de micnt / porit 101572014 10:14 AM
n AWU and Planning 10/15/2014 10:12 AM
71 plan revicw and the realily on the job which the inspeclors arena 1041542014 10:08 AM
72 Care Transit Comiror requirements and AWLL, Austin Energy, etc. 10/15/2014 10:09 AM
73 AWU and Great Streats 10/18/2014 10:08 AM
7 Building inspecton and plan review need fo siop fighting 10/15/2014 10:06 AM
7% Planning Dept and Legal 10/15/2014 1002 AM
%6 site plan review and fire review 10/15/2014 1001 AM
4 PARD and _cga! 10/15/2014 10:00 AM
78 AWU and everyone 10/15/2014 8:57 AM
70 Fire & Building 10/15/2014 8 54 AM
80 Tree Review and Plan Review 10/15/2014 §.62 AM
8t Waler Ulility depariment-stempang the plot plans in order to receive a permit 10/15/2014 9.52 AM
82 PDRD & UD 10/15/2014 947 AM
83 Plan Roview & Pormit Center 10/15/2014 9.44 AM
81 When changes o wording on pormits or small req hangos occur, the ing/rovicw/p dopts and 1071572014 9:41 AM

the inspeclorsimeter-shopletc are slow to sync up on the changes and or requirements. (i.e. °| didn't get the

memo ")
86 Roads and 3ridges — driveway access o alley behind my house 10/15/2014 632 AM
88 There is always confusion about where to pay fees. There are mulliple depariments that collect them. 10/15/2014 9.28 AM
14 Arborist 10/15/2014 9:27 AV
88 Woater Ulility and Permtling 10/15/2014 9:26 AM
89 PDRD and Public Works 10/15/2014 9:24 AM
%0 PDRD and all cther departments 10/15/2014 9:18 AM
N fire 10/15/2014 9:17 AM
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Planning & Dcvclopment Review Department Customer Survey - Austin, TX

92 austin power & light! perdinales clectric 10/15/2014 217 AV
23 Travis County 10116/2014 9 14 AM
4] Sile Plan and Suillding Reviesy 10/15/2014 8.13 AM
85 PDR & AWU - A master roview report is incomplele unless AWU is willing 1o incorporate their review in the 10/15/2014 9 11 AM
report, which would be a huge delay 1o tho issuanco of a real master review reporl.
96 ROW requirements and Gommerial Design Standards 101542014 9:11 AM
87 inrustrial Waste and AWU 10/15/2011 9:10 AM
08 Dovelopment Review and ROW 10/16/2011 9:05 AM
99 nia 10415/2014 9 05 AM
100 Water utility / fire / plan roview 10/15/2014 9:04 AM
101 Addressing and Commercial Pian Review. 10/15/2014 9.03 AM
102 Civil plan approval and building plan approval 10415/2014 8:58 AM
# Coordination probt b what? Date
1 Fire Depariment and Building review 11/4/2014 7:52 AM
2 site and bullding review 10/30/2044 12:11 PM
3 AWU and parmitfing 10/27/2014 333 PM
A PDRDM/atershed and Parks and Recreation 10/20/2014 11:32 AM
5 ATD Signals. There is ene person in the entira City that reivews TIA's for their techincal merit. if's not fair to us 1052072014 11:29 AM
and not fair to him
6 Erosion Contro! Reviev and Rasidential Roview 10/20/2014 8 09 AM
7 site 10/19/2014 11:51 AM
8 andr t 10417/2014 .20 AM
8 pool code, unwriticn local interpreiotion vs. state rules vs. ADA (SAD) - COA must dearly define and document 10/17/2014 7:48 AM
AL. rules 3o designers do not have 1o guess or change crileria whenever a new reviewer arrives
10 PDRD & PDRD 10/16/2014 6:32 PM
11 Inspoction and AWU 10/18/2014 9.05 AM
12 review between depts on same project has in Il 10418/2014 6:33 AV
13 AWU and _agal (AWU being logally incompatent and relying on PORD Legal 1o solve ronflicts.  10/16/2014 7:40 PM
14 PDR Water Utlity 10/15/2014 5.05 PM
15 PDR and Sireet and Bridge andior ATD 10/15/2014 3.29 PM
16 final clectrical inspection is held up by drivesvay for some resson 10/15/2014 2:15 PV
17 Express permits and permifling/licensing 1041542014 1:47 PM
18 Residential, Floodplain 10/15/2014 1.42 PM
19 pesraitting and residential review 10115/2014 1:36 PV
20 building and heatth dept. 10/15/2014 1:09 PV
21 Law and PDR 10/15/2014 12:57 PM
22 AWU. Austin Encrgy. Urban Design, Transportation, ¥/ Drainage on every tscape section having 10/15/2014 12:56 PM
to comply with commercial design standards.
23 inspectors and utikly providers (AE. TX gas} 107152014 12:54 PM
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Planning & Devclopment Review Department Customer Survey - Austin, TX

C of i3l or Is a way 1o get a project 1o 1all through the oacks and got erroneous
approvals. Somclimes agents do this interilionally. DAC carfi seem to soive these

10/15/2014 12:22 PM

25 AWU and PDRD 10/15/2014 12.07 PV
26 PDR and Travis County 10/1572014 11:53 AN
27 None of the deparimenis communicate with cach other 10/15/2014 11:45 AM
28 Water Dept & and other depariments in General. The Water Department doesnt even have submittal forms for 101572014 11224 AM
§ ists of requi 1 & upon subrmitial and review, they may issue muftiple rounds of new

rejaction rommants to new items that were not inifially requested. Their length of review times are even worse

than the PORD if you can beliove that is cven possible.
29 ‘Subchaptor E and aclual physical condiions 1071572014 1123 AM
30 Projeci doscout with inspoction 10/15/2014 10:39 AM
n could not pick up @ parmil wathout paying for taps, could not pay for taps because they were not able to locate, 10/15/2014 10:36 AM

city would not pul them in untit they were paid for and permitted
32 Disconned! between between Pemit Office and Commercial Plan Review 10/15/2014 1021 AM
33 Austin Water Utiity 10/15/2014 10:18 AM
34 permil depariment / building inspectors 10/15/2014 10:14 AM
35 Plumbing reviow and AWU 10/15/2014 10:12 AM
36 Auslin Waler Utility and QSMD 10/15/2014 10:02 AM
37 PARD and Austin Waler 10/15/2044 10:00 AM
38 ROW - AWU - PDRD: suhchapfer E. license agreements, uliilies 10/15/2014 9:57 AM
a9 Water and Pemitting 10/15/2014 9:52 aM
40 UD&AE 10/15/2014 9.47 AV
3} Often | get opposite § from dift, people in the same department 1015/2011 928 AV
a2 Historical 10/16/2014 9:27 AV
43 Tree raview and Permitling 10/15/12014 926 AM
M“ heaith 1071612014 9:17 AM
45 AWU 10/15/2014 2 14 AM
46 Austin Encigy and Sito Plan 10/15/2014 2.13 AM
a7 plan review and building inspection 10/15/2014 9:11 AM
48 PARD and cveryone 10/15/2014 .10 AM
45 Permiitling and Devetopment Review 10/15/2014 © 05 AM
50 Plan review / Inspections 10515/2014 904 AM
51 Site Plan Review and Buillding Review. specifically plumbing 10/15/2014 9.03 AM
# Coordination p b what? Date
1 arborists and permitting 10/27/2014 3:33 PM
2 Intake and the receptionist 10/20/2014 11:32 AM
3 fire 10/18/2014 11:51 AM
1 plan reviewers and inspeciors 1041772014 9:20 AM
5 Approved site plans and Public Works as it relates 1o developing sile 10/16/2014 6 33 AM
& ROW depariment is a disastor when doaling with any ulifity or legal matier. Tho culture is temrible thoro. 10/15i2014 7-40 PM
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Planning & Devclopment Review Department Customer Susvey - Austin, TX

PDR Austin Code

Can we please pay inspection fecs on-linc? | mean soriously i Is 2014. Would be casier on EVERYBODY

appliconts and staff included.

10/15/2014 5:05 PM

10/15/2014 2:15 PM

9 Residenliol, Historic Preservation 10/15/2014 1:42 PM
10 inspoctions and...averybody 10/15/2014 1:36 PM
1 Real Estale and PDR 1041512014 12:57 PM
12 DAC and all reviewess. t appears that policies change oo often for DAC to keep up? 10/15/2014 12:56 PN
13 roview departments (health, fire, building) 10/15/20141 12:51 PM
" Rasidential/commercial/DAC/preservation 1041542014 1222 PM
15 Fire 10/15/2014 12:16 PM
16 There are nol enough toxes here lo cover all of these. 10/16/2014 11:46 AM
17 Street and Snidge odding requirements afier permit issucd 10/15/2014 10:38 AM
18 TxDOT 10/15/2014 10:16 AM
12 Austin Energy and all depis. 10/15/2014 10:12 AM
20 Construction nspeciion and Public Works - getling a precon 1071512014 10:02 AM
21 ROW. Public Works, Etc & PDRD: rovicwers nol officially coordinated in the process 10415/2014 9:57 AM
22 PDRD & AE & AWU 10/15/2014 9:47 AM
23 Industrial waste 10/15/2014 3117 AM
24 I clors and Plan Rowv de not always agrec. 10/15/2014 9.03 AV
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Board of Adjustment

1.

For Board of Adjustments: One meeting per month will absolutely not work for Austin's
growth. The meeting | attended in September had over 30 cases, and went on until 11:45
pm. Many cases are postponed for very minor reasons or missing documents. The
requirements for the application addendum are completely subjective. For example, our
case was postponed because we didn't have the Travis County Plat map printed and
included in their packets. This could have been determined prior to our meeting, and
requested by email via the BOA liaison.

Case Manager

1.

Have the Case Manager review the Entire set of comments and weed out duplicate
comments or comments that conflict with each. Also make sure the comments are
complete and the reviews have been completed BEFORE issuing the comments as being
"Final"

Certificate of Occupancy

1.

| was a tenant for 5 years in an older office building built in the early 70's. When we got
approved by a gov't agency they required a C of O. | applied to the City of Austin to get a
C of O. It turns out that no one in our Suite or in our entire bldg. has ever applied for a C
of since it received its original C of O. The bldg. was also foreclosed upon in the 80's and
went to RTC which then sold the bldg. to a new owner. None of the original C of O
paperwork for the bldg. was apparently kept by the bldg. dept or the new bldg. owner.
Bottom line: | was forced to go through the same process to get our C of O that a new
bldg. developer would have to go through if they were proposing a new bidg. be built at
that location. There was no remodeling proposed or performed at any time. There were
no permits other than a C of O requested at any time. It was insane. It took over 6 months
and way too many visits, emails, and begging for mercy before the city eventually decided
that perhaps treating a tenant of a small office in a building which has been successfully
occupied without incident since the early 70's the same as if they were the original
developer was perhaps not the best use of city resources (not to mention my resources.
| used to be an urban planner in Los Angeles and | have seen some pretty ineffective
processes and procedures in my time by planning and bldg. departments but this was
definitely one of the most extreme examples of what can happen to a process if there is
not some basic safeguards built in to the process to ensure that the users of the system
do not get caught up in a process which was never designed or intended for them to have
to go through. Thanks for hearing my input.

Codes

1.

| believe staff is doing the best they can with the complex, overlapping, poorly written,
and sometimes unjust codes they have to enforce. Overall it seems the customer service
mentality of trying to help development through the process is lost. In many cases it
seems staff is tasked with trying to find a way to say no to the project, and with a complex
code, in almost every case they can find a codified way to deny an application. The burden
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is then put on the specialized consultants to find a way around the denial. This leads to
multiple updates, back and forth arguments and code interpretations, and ultimately,
very long review and approval times. There are, in some cases, "obstructionist reviewers"
whose job it is to stop development in Austin, rather than finding a way to help
applications through the system. Thank you for the opportunity to provide feedback.

2. The recent study shows the ridiculous maze the LDC has become accommodating
everybody with an opinion...jump head first into code next with passion for the
landowner, the economic stimulus, and not everybody else who may have an opinion
about what the development should cost, look like, and BE. Houston has NO Zoning and
has evolved naturally into a city millions of people have chosen to live happily. The
property market regulates the same as zoning...imagine the savings if the COA dropped
zoning...probably could just go ahead and build all the rail from the extra funds and put
all the poor into a new high-rise condo.

3. Amend codes for remodeling that make homeowners ultimately spend more money for
trying to improve their homes efficiency and look. To make a 1970's or 80's home meet
current code cost a lot of extra money and leaving it the way it is doesn't meet current
code and it's not efficient.

4. Streamline McMansion requirements for small projects. Get rid of side wall articulation
requirements.

5. The land development code does not allow for development of communities/projects
that Imagine Austin deems beneficial to future development of Austin. There seems to be
a vast disconnect between city planners and plan reviewers.

6. The development process can be greatly enhanced with removing the existing code and
creating a form based code. The current code is wrought with competing provisions and
is very hard to understand. The current code has been modified extensively since 1997
and the changes have been done without a testing of the pother provisions of the code
and the impacts. This code has bred a culture of distrust.

7. Get rid of, or greatly modify, McMansion ordinance. Develop a small projects review
process for speed and less cumbersome.

8. | have many ideas as to how to improve the process. 1. Rewrite the land development
code - this is currently ongoing.

9. Loosen McMansion to allow for the many, many site issues that don't fit into the cookie
cutter mode of an overall conservative and restrictive ordinance. This could be handled
by hiring an experienced builder who cares about the City and the people and can analyze
the plans relative to the site situation including the adjacent property.
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10. The problems with development review mostly stem from a horribly written and overly
complex development code. The convoluted and conflicting nature of the code results in
slow and sometimes inaccurate review. The complexity of the code also results in overly
complex applications which take longer to review. My experience is that the staff are
generally helpful, but are given a horrible code framework in which to work, and they
often take the brunt of customer dissatisfaction, when the true blame is in the code they
are required to enforce.

11. The Land Development Code is too complex and does not work. We have easily over 20
projects in the City of Austin and have operated here in some sort of fashion for over 15
years. The Code was developed in 1980's Austin and has been patch worked together over
the years. | don't believe that there is a site development permit in town that doesn't
require a waiver, alternative equivalent compliance or a variance to the code or design
guidelines to handle conflicting provisions in said code or design guidelines. This creates

" a situation that infuriates the neighborhoods, because it appears that PDRD grants
variances to developers at an alarming rate and all developers are allowed to break the
rules. On the flip side, it creates a serious degree of uncertainty for companies investing
in Austin, because they always feel that they are having to give away parts of their project
in the permitting phase. Staff is continually caught in the middle and apparently all
decisions must be made a high level and this completely swamps the system. Solution:
Completely revamp the code. In the interim: There should be smaller teams that
specialize in one area who are experts in their area, can implement policy consistently
and who can make decisions without coordinating with 15 other people all with
competing views. You need to build TEAMS Problem 4: There are too many provisions in
the code as stated above. The City of Austin is completely and woefully understaffed. In
the last 6 or 7 years the City has added a Heritage Tree Ordinance, Commercial Design
Standards, McMansion Rules, Watershed Protection Ordinance (new rules for the east
side and new rules for floodplain), Project Duration rules, Trasit Oriented Districts, Burnet
Gateway Regulations, Landscape/Runoff regulations. When you add regulations, you
need more and experienced people. City of Austin staff have an impossible task at this
point and you literally couldn't pay me enough to put up with what they have to put up
with on a daily basis. It is a miserable working environment and it shows. Solution: Hire
more staff at the management and review level. Hire decision makers.

12. Rewrite the LDC so that it is clear and less confusing/conflicting.

13. Reduce the number of city ordinances, we already have building and fire codes. 2. Let the
architect / engineer do their job without trying to regulate us.

14. The ability to allow customer input more when making decisions regarding additional
regulation. e.g. OSSF intruding into commercial plan review without scrutiny.

15. Repeal requirement for duplex outlets at 15" in visit ability ordinance.
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16. Reduce the amount of frivolous regulations in our city (we currently are regulating the

depth of mulch. Ridiculous!)

Code Compliance

1.

Revisit the Code Compliance Dept. mission aka Austin Code Dept. and the roles of their
code inspectors with PDR inspectors. Austin Code Dept. staff know very little about all
the Codes. One person cannot know all the Codes, yet they issue citations for alleged
Code violations for all possible aspects of the Code and end up causing more harm than
good.

Lastly, when someone is caught doing work without permits, the fines should be steep
and demolition of the work should be considered. Many contractors operate on a "asking
for forgiveness" approach and get away with it.

Completeness Check

1.

Fix the problem with Completeness Check process. Simplify the list of required items to
be shown on the plans and not perform a review of the project. Have staff available for
applicants who disagree with the rejection so that they can get the issue cleared without
having to resubmit again. Stop making up requirements that are not based upon Code. If
a new interpretation is applied, it should be vetted through the rules posting process.

Completeness Check should be eliminated. it wastes the city staff's time and delays the
developer. ltems are often overlooked and the engineer's summary letter is usually not
read (which contains some of the information they need). The minor relevant comments
that they sometimes produce can simply be handled in review.

Communication

1.

| would say that if | had to choose one thing that was my biggest complaint, it would be
communication. When we email or call, it is usually days before a response is received.

| think it's extremely important for staff to return messages and phone calls. I've had
situations where | have had to follow up with e-mails and phone calls week on end before
someone replied. As previously stated, there are staff members that are approachable
and do their job and do it well. But, overall, the process is painful and frustrating.

The lack of communication is outrageous and the fact that phone calls are rarely
answered and it takes 3 days to respond to emails is ridiculous.

Provide adequate staff so that reviewers are able to respond to emails and phone calls
within a reasonable time frame.

Clear communications and a consistent system and process and streamline operation.

RETUTN EMAILS. ANSWER CALLS. Just care about the job you do!
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7. Reviewers and management should return phone calls and emails.

Counters/Intake

1. We should be able to make an appointment with a specific reviewer in person--there is
a reception person; they can do that. We should be able to take a number rather than
stand in line in front of the bathrooms in the hallway.

2. Make intake available daily all day instead of just 3 times per week at a contractors peak
hours of the mornings. Then the wait times would go down and the city would have the
same work load either way. Stop having department meetings during intake hours. It
wastes about 50 contractors driving to the city to find out the staff are in a meeting Stop
making contractors wait 1-3 hours for a clerk to print out a payment form to pay a
permit or re-inspection fee. It could be handled in 3 minutes by the cashier. Double the
number of admin staff that handle the issuance of a piece of paper so we can pay and
get back to work. That lobby typically has 8-14 contractors waiting 1-3 hours for service.
What a waste of production and dissatisfaction with the planning office.

County

1. We were dealing with county/city processes....what a mess!

DAC

1. DAC has always been courteous, informed and helpful for preliminary project planning
and development. Great Department.

2. Keith Batcher does an outstanding job for the city. | hope he will be recognized for being
a positive face of the City of Austin. The permitting center needs to improve their
customer service. It should start with ____. She is rarely available when an issue arises. It
shouldn't take a week or two to pick up a permit after it has been approved.

Driveway Permits

1. | am not sure of the inner workings of the planning department but the driveway permit
process takes quite a bit of time and | am usually waiting more than a few days to hear
back to approve payment. It isn't a very well thought out process. If there is a way to
include it with the original volume builder and plan review process, | think it should be.

Email

1. Reply within 2 days to any and all correspondence with at least an email or message
confirming that the information was received.

2. Here is an idea: Hire more reviewers that can be available for consultations on a
consistent basis. Even if there is a charge for this, when you are needing answers and have
to wait a week, it is not helpful. If you could schedule a 'pre-review' where you are given
an opportunity to ask questions about your plans, you can get feedback right away. This
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way you don't waste time and money on plan printing, engineering etc- instead you have
an opportunity to fix anything that may arise prior to submitting. In terms of customer
service, hire people who actually care about their jobs/ people they work with and have
good manners. It's not that complicated.

Engineering
1. The mantra is public safety and that's a great goal. Everyone | talked to was nice and

attempted to be helpful, but they don't follow a set process. For example, one says here
is the check list for what is needed. When that is brought in, another asks for more
documentation. If you point this out, one will be annoyed and you risk both being
annoyed. The additional documentation in my case was engineering drawings that are
not required until the engineer has done on-site inspection of the site per the check list
and first and second staffer, but not the third. These engineering drawings will be
stamped by a licensed engineer but were requested for initial permit. The planning tech
would not be approving the work or drawing since the city has opted out of taking
responsibility for the engineering so the public safety aspect is not in play, only the
paperwork. IF an engineer is required to sign off on a design drawing, and that design is
not required on initial permitting, all staffers should know that. At that point | hired a
professional engineer licensed in Texas with experience in Austin construction because
it was clear to me a normal citizen is given roadblocks if they try to permit on their own.
The engineer has spent months trying to obtain a permit. How can this have anything to
do with safety.

Stop making us put simple engineering plans to a scale. You do not look at them anyway
except to measure them to see if they are to scale. There is no value added when they
are legible and are attached. What trivia and arbitrary rules for college graduates at high
salaries to check off yep it is to scale.

Too many costly surveys, consulting, reviews for city projects that seem to never get done.
| firmly believe that the city wastes an enormous amount of money T
know an engineer with AISD and he tells me about ALL the money they

Environmental

1.

In general, the environmental regulations are cumbersome which causes a great amount
of extra work for design professionals and consequently the review staff at the City. Staff
can't really keep up with reviews because of the huge burden of regulations, and it
becomes necessary for an owner to hire a plan expediter (typically one that worked in
Watershed Protection and has friends there) or a lawyer to push the project through the
process. A design professional that takes a project through the process themselves on
occasion and not often, usually finds procedures have changed, and they must relearn
them. A plan expediter is essential in Austin. Processing plans through Round Rock,
Georgetown and Leander is a far more straight forward process and the staff is more
responsive and pleasant as well.

Austin, Texas 121 Zucker Systems



Expedited Reviews

1

Fees

5.

Here is an idea: Hire more reviewers that can be available for consultations on a
consistent basis. Even if there is a charge for this, when you are needing answers and have
to wait a week, it is not helpful. If you could schedule a 'pre-review' where you are given
an opportunity to ask questions about your plans, you can get feedback right away. This
way you don't waste time and money on plan printing, engineering etc- instead you have
an opportunity to fix anything that may arise prior to submitting.

Expedited "fees" for 48 hour expedited plan review.

Other cities provide the ability to request expedited reviews for an additional fee. This
obviously takes additional man power, but clients are willing to pay additional fees for
faster service.

Pre development meetings to explain the projects to all of the reviewers at once would
save a tremendous amount of review time Pay to Play permit expediting.

| also think one should have the option to pay higher fees for expedited plan review and
frankly if necessary increase fees across the board if that is what it takes to get a permit
done quickly. A faster permit process will mitigate "outlaw" work being done without
permits.

Provide an expedited review for an additional fee.

| would have been willing.. eager...in every case to pay an additional fee rather than be
forced to hire a third party expediter who may or may not have any success "expediting"
the process.

There are certain fees that we are not able to pay from our escrow accounts. For example,
Environmental Fines. The wait time at the Permit Center is crazy and always has been.
Seems unfair to take so much of people's time.

The cost for a very small project to a single family residence by owner is way too
expensive. | am in for $420 to do about $2000 worth of work. That is 21% of the cost to
pay for a permit.

Lastly - my clients resent the raising of fees when the fees seem not to go to the
improvement of the process, or the hiring of staff, but rather to "bring costs in line with
where they should be."

Stop penalizing developers with fines and consistently rising dev. costs when we are
creating revenue for city and putting people to work.

Raise the fees and hire more people.
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Fire Department

1. Fire department inspections have a wait list, but if you pay EXTRA for the after-hours
inspection they arrive the next day at 9am smiling. Stop the things like that, and you will
improve the building and development process

2. in addition, there seems to be too many steps that get introduced without notice, most
notably from the fire department introducing new paperwork needed after a project has
been reviewed, new inspections required that no one knows about. if these items are to
be enacted, they should be presented to the contractor at time of permit issuance, not
when calling for a CO.

3. Did you know the fire department is three weeks backlogged in looking at plans?

4. Fire was great, planning was great, plan review was your typical process.

Historic Review
1. Historic review of a structure that is 40-50 old is ridiculous, a waste of time and money.

2. Stop the push for historic neighborhood designations. Issue landmark or protected status
on a case by case basis for properties worthy of protected status.

Inspections

1. As a builder, we now charge a higher fee to deal with city inspectors and inspection
process. It adds the minimum of a month to the construction of every home. For
absolutely no benefit to the general public. Other municipalities have better trained
inspectors and plan reviewer, West Lake using Ats for plan review and inspections, 3-5
business day turnaround and inspectors that call when they are on the way! The only
good inspector is Carlos Botello who will answer your questions early and often and now
he is no longer in the field. But more importantly in relation to the planning and review
dept, there is absolutely no coordination. Plans are approved for construction then we
are stopped midway because the inspector doesn't believe why we are into the setback
although it was approved for a justifiable reason. Tent surveys were a perfect example,
adding cost for no reason and for what benefit? | am convinced it is to increase review
fees and reinspection fees.

2. Forthe website, scheduling inspections is cumbersome (it would be beneficial if you could
schedule group inspections as such, not individually). It would also be easier if you could
make the credit card process easier (it's ridiculous how painful it is to pay with a CC). Some
of the inspectors do a good job of giving you info to resolve the problems and answer
their phones, others you cannot get in touch with them no matter how hard you try.

3. The inspector for certain communities is enforcing items in the IRC code that the plan
review department has not been enforcing and has requested plan changes w/out the
plan review departments knowledge. This is very frustrating, time consuming and costly.
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4. Provide a thorough layman's inspection checklist. There is an inspection list provided in
the inspection department currently for builders, but it's worthless. It list only 1/5th of
the items that inspectors actually check for. If builders had the same list to go through
that inspectors use, you'd hardly ever see failed inspections happening.

5. PDRD for some reason insists on keeping builders in the dark about what's required and
it's a miserable experience for everyone involved. This wastes so much of the city's money
because there are so many inspections happening every day. 6) Get rid of entire City of
Austin inspections department. No other city requires both city inspections and
engineer's inspections. The most efficient cities just have 3rd party engineers do all the
inspections. The engineers are far more qualified and enormously easier to deal with. COA
inspectors have pagers which they often don't respond to and they don't make
appointments so they can come anytime in an 8hr window. This whole process is so
antiquated and slows down development significantly. And half of the time the builders
don't what the City Inspector comments are about because they are vague and then it
can take another day or two just to get ahold of them and figure out what actually needs
to be corrected. This never happens in the private sector with 3rd party engineer
inspections.

6. | have been building in Austin for a long time. | think that the COA inspection process is
appalling and lacks the normal mutual respect that is common in all other business
aspects outside of the COA. 1. To have someone sitting and waiting all day for an inspector
to show up at a job site and to not get a courtesy call or text that the inspector is not going
to show up that day is completely unacceptable. That is a huge cost and waste of a
professional persons time, not to mention, the delays caused in the forward movement
of a project. We are paying them for this service but the treatment is more of doing us a
favor if they show up. Where else does that happen in business? | don't understand why
a four hour window could not be given along with a text when an inspector is running
behind. 2. To bring in several different inspectors that have their own interpretations of
codes, along with their personal pet peeves, to inspect and reinspect a particular aspect
is more like a circus than a professional and protective service. As builders we take total
liability for our building process and for city inspectors to turn us into jugglers at times
due to their personal whims is very frustrating. Please send one inspector per aspect, and
the same inspector to reinspect any issues or only allow a different inspector to ensure
that the original inspector’s issues were resolved. Do not allow different inspectors to
revisit any aspects that have already been passed. The City's ordinances cannot be moving
targets. All inspectors should be on the same page when it comes to interpreting codes
and respectful to each other’s evaluations and corrections! 3. Once a permit has been
approved by the PDRD, inspectors should not be given the power to evaluate the merit
of that long and arduous process. They should only be looking that the aspects being
performed are done to code. In remodeling, most existing homes have many aspects that
are not to code. It should be made clear in the PDRD process that existing aspects that
are not to code and cannot be brought to code will not affect the approved changes.

Austin, Texas 124 Zucker Systems



7. 1 have just spent 15 months trying to complete a house that was started, but never
completed, in 2002. The house was 90% complete when | bought it. Shell complete, roof
complete, plumbing 90% complete, Electricity 90% complete, HVAC 90% complete, etc. |
am still trying to get the final electrical inspection passed and have experienced numerous
delays due primarily to having a stream of different inspectors instead of working with
one individual. Each inspector finds a few things that we fix, and then the next inspector
finds a few more, etc. etc.

8. Likewise, the Building Inspectors (who approve the different phases of a house's
construction) feel empowered to apply their own personal set of rules, even if they are
not in accordance with the LDC or IRC codes, and even if not enforced the same way by
other inspectors. If a Builder can point to specific wording in the IRC 2012 code that shows
the construction is correct, and the Inspector cannot show a clause in the LDC that
supersedes this, then the Inspector should approve the construction.

9. Get inspectors to write out exactly what they flunk us on. They most often write some
generic statement which then delays our fixing things because we have to call them or fix
the wrong thing. Get inspectors to leave a written correction notice. Most times they do
not and we have to waste our time looking on line through the hundreds of website
options to find the inspection status and notes and this happens now over 50% of the
time - no notice that the inspector even came and no valuable statement of what has to
be fixed. | wasted 2 months on one job because an inspector did not clearly state what
had to be done. It took three attempts to fix it before | finally got a communication that
was clear.

10. For the size of Austin, this city has the most cumbersome and inefficient permitting
department | have ever seen. It’s absolutely ridiculous to spent 5 and 6 hours at a time at
the permitting office when i have other things to do. We are at your mercy though. You
have no competition. a huge time waster is waiting on inspectors. Its 2014! you’d think
Austin being the tech city that it is, you could notify contractors when an inspection is to
take place. Instead inspectors REFUSE to give you a heads up. i have waited around ALL
DAY before on an inspector only to find out it was bumped to the next day. F__ you city
of Austin. Our permit process BLOWS!

11. There were a couple of helpful inspectors but not many. gave us false information
that delayed our project on two occasions. His boss could care less. They do not follow
there rules or the master plan which | am told is against the law. They don't care, they
know there is no one that they will have answer to as they are all equally worthless. A city
of misfits, disgruntled and miserable people for the most part. The city logo is Keep Austin
Weird. The city continues to grow from the massive exit from California (a lot more
undesirables that will fit right in in Austin) and the oil money despite the pitiful city
government and associated agencies they have. We can spend our money anywhere we
please, it will not be in Austin ever again.

12. Rapid review or inspection should be available for a fee.
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13.

14.

15.
16.

17.

18.

19.
20.

21.

Ensure that construction inspection staff understands that the permitted plans should be
built as permitted.

One suggestion that | would like to make is to request a more convenient way to
accommodate our customers when scheduling inspections, rather than only being able to
allow for a 7:30am-4:00pm inspection schedule. | realize that the inspectors are incredibly
busy with inspections back to back from start to finish each day, and | can certainly
appreciate that aspect; however, from my customer's side, it is inconvenient to wait at
home all day.

There should be a limit to how much an inspector can ask for if it is determined that
something was missing that should've been caught during plan review.

Make printable permits to post on the job site to eliminate having to go to the city office
to pick them up .

Why is there only one person in the entire COA inspections, Dr. Hadley, that can
approve difficult driveway construction scenarios? He only appears to work part-time
due to poor health. The intake hours are few and random. Prefer daily intake even if
limited hours.

Across the board, our dealings with the city inspectors and reviewers are always positive,
however the processes in place for them to do their job, greatly impede our ability to
conduct business as a GC.

Why have a drywall inspection for around a tub.
Inspectors are often over booked and have little time to actually inspect.

We were lucky to have a builder friendly inspector, meaning where he saw issues he
communicated what he expected to see to pass at the next inspection. During the process
he had a trainee with him one day, the trainee said "It's not our job to tell you how to get
it right, just to tell you it does or doesn't pass." That is INSANE. It would create an
environment of extra inspections, frustrated builders, homeowners and inspectors.

The inspector (who we liked) separately and supposedly once said to our builder
something to the effect that "the homeowner doesn't tell you what they want, you tell
them what they can have," which might make sense except in our case we worked with
an architect well versed in Austin code.

Legal Department

1. Also, someone needs to fire the woman in the legal department. She seemingly does
nothing. She has months-worth of back-logged applications literally sitting on her
desk. It took her 5 months to sign a variance application asking to plant a few trees.
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When you approach her for updates, she is very stand-off-ish, she thinks she is
untouchable.

2. Legal Dept needs an assistant in reviewing documents. There is only 1 (ONE!) reviewer
and she becomes a major bottleneck (sometimes we are delayed getting a permit
because of this). She is also the least responsive of all city employees we have dealt
with. It takes multiple emails and voice mails (and often her voicemail is full so you
can't leave a message). And if she is gone for a several week long or month long
vacation (which happens every year), there is no one else to review the documents in
her place. There desperately needs to be an assistant or back up.

Managers

1.

I will say we were just as busy before the dip in 2008. But Toby Futrell managed very
closely with the PDRD managers. There is no management now. No one has any
accountability. A lot of people will need to be replaced to turn this ocean liner around and
it will take years to correct it.

Need to train mangers to work with the public and personnel. They have no management
skills much less understand public relations. All (100%) employees need to work 8 hours
a day with the public. City offices need to be open all 8 hours a day as well.

Fire the management and get some new ones in that are service oriented to the
contractors who are in fact their customers. | have worked 48 years and have never had
a group give such poor service, poor hours of operation, arbitrary rules of no value, or
waste of my life. | have written the management with long letters suggesting practical
and effective suggestions three times in two years with great detail and data. Not one
time | have ever received an acknowledgement or a response. The communication and
care is missing.

Have stronger leadership at departmental level.

Management not afraid of superiors or staff capable of maintaining operational norms
through both discipline and encouragement. Apathy and ineffectiveness cannot be
effective qualities in management.

Management needs to give direction and then TRUST it employees.
Replace upper management.

Replace upper management!! The reviewers are great people - it's upper management
who are making their lives miserable.

Hire one extremely qualified person from outside of the COA (like from McKenzie or
Accenture) to overhaul all of these departments. Pay them +$500k per year and let them
be CEO. A good person will easily cover their cost and a great person will save the city
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10.

11.

millions per year, and increase the tax base through expedite private sector
improvements. It's hard to understate how bad the culture is due to a lack of meaningful
leadership.

Management does not foster a thriving workplace - sure, the review staff is paid well, but
their general moral is terrible. | understand that they are faced with conflict at every turn,
but something has to be done from the top down.

Problem 1: There are roughly 16-22 different reviewers for a set of plans. It is impossible
for any manager to manage 16-22 people. On top of that, ask them to perform a site plan
review. Most management books, seminars, etc tell you that the most people person can
manage is 6-8 people. From the outside, it also appears that each case manager has
multiple teams of reviewers to work with and work in multiple areas of town. Problem
with this is that there are roughly 10-20 areas of town with different combinations of
regulations (multiple types of watersheds, city limits, limited purpose, etj, TOD, urban
core, core transit corridor, suburban, CBD, waterfront overlay, downtown creeks,
neighborhood plans, North Burnet Gateway off the top of my head!). There isn't a team
that specializes in one area and who is consistent. In short, there are too many heads to
the hydra. Solution: Most other cities handle this with 3-6 people who are a team and are
continually working together. There should be smaller teams that specialize in one area
who are experts in their area, can implement policy consistently and who can make
decisions without coordinating with 15 other people all with competing views. You need
to build TEAMS.

Multiple Departments

1.

| generally don't understand why the applicant has to visit all the different departments
to assemble all parts of an application. Seems like it would be much more streamlined to
have ESPA, required flow tests, or most other commonly needed parts to an application
moved through the system by city staff more familiar with the process.

2. What is and isn't required. Do not let them send you to 5 different departments with no
direction only to find out you have to come back to them. Require staff to return phone
calls in a timely fashion.

3. Please look at Houston and San Antonio as case studies. Please consider a more
integrated approach to review. The departments need to be more integrated, not
segregated.

Office Hours

1. Provide more consistent hours between each department/office. It usually takes two
trips to obtain all the necessary department approvals for a building ap. Provide
Posting of all department hours. They seem to change often and you don't know until
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2. Limit city staffs ability to shut down office hours or not accept applications or
documents during normal working hours.

3. Do what private businesses do...from 8-5 you address all customers, and provide all
services. Schedules bottleneck work, and stifle productivity. If COA was a
restaurant...the schedule would show food not be served from noon-1pm and 5-7pm
because it’s too busy clean.

4. Be open more hours.

5. Plan review hours are a joke. They are not accessible. Constantly in meetings about
meetings.

6. Allservices need to be available every business day from7:45a - 4:45p so we can check
by dropping by before or after work.

7. Saturday services should be available for 1/2 day.

8. It's not reasonable to ask contractors to be there only between 8 and 11 am Three
days a week only.. to submit a permit. It cost us too much wasted time and money
during those hours as that’s when we are most active without employees and subs.

9. The spotty hours of PDR has to be resolved. | understand people need time to review.
But surely there is room for improvement and intake can always be open.

10. Extend walk-in and intake hours. Currently, there are only 12 per week. I'd suggest
Monday - Thursday 8-12pm and 1-5pm for permit submission. Meeting should be with
reviewer, not intake personnel. Rejections for missing documents would be handled
on the spot. Approvals granted Fridays.

11. When we submitted our plans for approval, the office was not open 40 hours a week
and the hours open were not convenient. | think the office should be open from 7:00
a.m. - 7:00 p.m. to allow for individuals who work to be able to submit plans.

Organization

1. The COA has too many layers of upper management that do not really benefit the
development process as it cause additional delays. Staff has limited authority and
many are scared to make a decision fearing for their employment which causes
further delays.

2. The single greatest improvement to the PDRD would be to re-org the entire
department to be structured with a single point of highly capable leadership that
would be responsible for supporting and enabling the reviewers throughout the
process to be high performing in their duties. The leadership should focus on ensuring
that projects are handling expeditiously and consistently and that an efficient system
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is in place to ensure the processes work in a way that supports the business'
(customers) needs to make them successful in accomplishing their projects. The
reviewer’s expertise will address code compliance, but the leadership should address
customer service.

The second greatest improvement would be to have project managers or case
managers responsible to establishing a clear and predictable path and timeline for
projects to be processed through the city and be responsible for facilitating the
process to ensure things stay on track at all times. Each manager would be assigned
to projects as they are submitted and would be responsible for those projects. They
would be accountable for ensuring that the projects are reviewed thoroughly and in
accordance with the timelines that was defined.

Other Departments

1.

Obtain MOUs or other documents between departments to clarify decision
authority on interdepartmental issues.

Coordinate with public works and AWU inspectors to verify that all construction
details, etc. are consistent.

Better communication between departments.

Don't require pre-build and post-build surveys when you have plans reviewed and
approved that included surveys and drawings to scale. This was a major waste of
money and the surprise requirement of them at inspection time delayed the project

_* considerably. | was also very upset at some departments (I'm looking at you of

Roads and Bridges) felt the need to treat single family home renovation/addition as
a "real estate developer" and tried to extract unreasonable construction of public
alley improvements as a condition of permit approval. | was treated like a new
subdivision developer where | was expected to build new infrastructure that | didn't
want or need for my project.

Having a solid plan in place to coordinate and organize all the departments - and
someone in place who can actually enforce it. There is a lot of overlap in the different
departments for even a simple remodel of a building... | should receive the same
answer from all of them if | ask the same question using the same drawings.

Include within review every required review so that we don't have to chase reviews
by other departments before our permit can be issued.

The water department should work on their attitudes. It is never ok to send a
customer an email telling them that you are not their point of contact. The rate
increase for the fee schedule is very difficult to understand. Try to be helpful the first
time we ask a question and then we wouldn't need to contact you again. Be
respectfull
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8. Make sure to have the head of review departments (drainage, environmental,
transportation, AWU, etc) be someone who is responsive and can get back to people
in 24 hours. Also they need to be problem solvers to help those that work for them
navigate through potential issues and not just sit on the issue so it gets made worse
and then the only way to resolve is to go to Andy Linseisen.

9. More information on the plan review process and flow between external
departments online. Easy to locate contact information for external department
inquiries prior to permit submittal.

Regular classes for the public to understand the city's process. Updated website.
Updated informational packets. Better training for coa staff, so they can answer
questions initially that will help a developer get their plans through the system. If
questions can be addressed before plan submittal, it will be less work for city staff
during the review and the developer knows what they are dealing with when they go
into a project. A win-win for city and developers.

Permits

1. Provide adequate seating for people who are waiting. There are, what 12 chairs in the
building permit office? Yet, next door there is a spacious computer room for small
businesses that is staffed with 2 people all the time. Every time I'm down dealing with
PDRD, | take note of how many people are in this room - the most I've seen is two. Yet
there are always people waiting for permits in the hall; all over the building. And don't
you dare leave - city staff will let you know their time is important and they aren't
waiting on you if you miss your turn. The arrogance/venom spewed by the person
taking your name is almost incomprehensible.

Plan Reviews

1.

2.

Hire more reviewers, and train them effectively when you do!
Stay on schedule/provide overtime for reviewers to get caught up. Hire more reviewers.

Different reviewers will give different answers. Reviewers justify the existence as an
employee by simply rejecting plans rather than finding a quick solution; like calling the
customer.

| have to praise Keith Batcher in Residential Review. He is always helpful, very
knowledgeable and does his work in a timely manner. Very professional!

Plan reviewers need to be more consistent in their interpretation of codes and
ordinances.

I have been building residential custom homes in Central Austin for 20 years. The plans
review process, as it currently operates, is rendered dysfunctional due to ever evolving
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interpretations of the McMansion ordinance. My interactions with the City leave the clear
impression that special interest neighborhood groups run the show, and the real and
practical needs and concerns of builders and architects are ignored.

7. The negative criticism on this review is in reference to a project started May 2012 and
received a Certificate of Occupancy July 2014 (26 months). This equal process in 95% of
the other cities we work in for a similar project should have only taken 9 months. The site
plan review and approval process was cumbersome, primarily due to comments on the
plan review process that were later found to be not required.

8. Expand the Quick Turn-a-round process to include more applicable remodels. Let the
Manager use more latitude in allowing more QT's. Create another review period for large
projects so they don't jamb up the system and delay the majority of the medium to small
projects since they review then in chronological order. Put people in charge with some
common sense Fire the deadwood employees who do little and reject every project for
minor or misinterpreted items. Provide access to all reviewers so comments can be
discussed in a timely manner. Building Plan Review has walk-in hours but Fire and Site
Plan Review does not have open access. They are only accessible by appointment and that
can take days to weeks to get.

9. | have been submitting building permits for over 15 years and each year and each
improvement iteration by city has resulted in more complex and more difficult processes
for getting a building permit. During the shut when residential staff left, my business was
shut down for over 5 months. We had multiple customers cancel contracts and my
business lost nearly $300,000 in projects and the situation was exacerbated by the fact
that it took months before they even admitted the situation had occurred and they were
lying until that time as to when permits would be completed. The latest revision has seen
some improvement, but is still taking too long. | feel the City is trying to manage liability
where none exists. The construction of project simply needs to meet zoning, setbacks,
and allowable structures (Mcmansion) for approval by the city. The technical review for
structural and other reviews is unnecessary as it is the responsibility of the person getting
the permit to ensure whoever is completing the project including general contractor,
architect and engineer know what it takes to meet all building codes and city ordinances
that pertain to technical aspects of the projects. If the team completing the project do
not understand the technical facets of the work, it is their responsibility not the City's.
More emphasis should be placed on what is being built as opposed to what is on plans.

10. Allow in-person, one-day turn around residential reviews, in lieu of or in addition to online
submissions. Do not allow developers or permit expediters to jump ahead in the process.
Reduce the amount of paper required for submission - are 3 sets really necessary? The
scale and size of drawings is a real problem. For architects, the paper size requirements
means that we often have to redraw the entire settofiton 12 x 18 or 11 x 17, at a different
scale than our typical 24 x 36 size. This requires, at a minimum, 5-10 hours of drawing set
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up. We should be abie to submit PDF's or one full size set that can be scanned and sent
to various departments.

11. Reviewers need to be more responsive (it takes multiple emails with some). Some
reviewers need to more proficient and diligent in their review. Canned comments should
be eliminated, unless they specifically apply. We often have the information shown that
they are asking for. Reports and attachments are OFTEN lost. This has been a huge source
of frustration. Our comment responses note which items are attached, but instead of
contacting us to get a copy of the lost information, they simply write in their report that
the attachment was not received, thus wasting more time since we have to wait several
more weeks for the next review. Reviewers blame it on intake, but | believe it is usually
the reviewers that lose the materials, since our update packets includes the reviewers’
names and all information stapled together. Again, if we comment that an item is
attached and it is not in the packet, the reviewer should contact us prior to their review
deadline and ask us to send another copy so that it can be completed in that review round.

12. 1 own a local land consulting and permit processing firm and I'm a former city employee.
I have processed well over 5000 building permits and the past five years. | am considered
an expert in the city of Austin went on the code relations and process. The development
review process is importantly hard to navigate and customer service is at an all-time low.
There are some shining stars who have been there a long time and do what they can to
assist, but the new hires in commercial and residential plan depts are inadequately
trained, have zero personality, do not understand prior approvals that are allowed by
other managers or codified as SOP's and therefore apply overly burdensome and rigorous
application of existing codes. The best thing the city can do is train their staffers to be nice
to applicants. Many of them do not know the code or process very well and because of
that, they tend to get frustrated with the applicants and it is causing a backlash among
the development community who do you not want to deal with specific staff at all, or at
least don't trust them to review specific projects.

13. The city plan review makes simple remodeling and home building a complicated process
by the way they approve these permits. The intake plan reviewers make mistakes that
then go to the plan review and after weeks then gets turned down. MAKE iT SIMPLE.
There are complicated issues in building and then there are simple ones. They need to
know how to separate the two.

14. Residential Plan Review should be a whole lot quicker. There should be a way to
determine what can be built on a property before | buy that property. The way it is now,
| can't get any answers until AFTER | buy the property. It doesn't make any sense. | should
be able to get an Approval to build something and THEN buy the Property. Obviously, this
makes my business VERY difficult, because even after all the footwork, I'm still "gambling"
that the City will let me build what | want to build.

15. Train the plan reviewers so that they actually know the rules that they are supposed to
be checking for. 2. Don't lose submitted applications and plans. 3. Make requirements for
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Submittal and for building within McMansion area clear and UPDATED on the website. 4.
Make reviewers accountable for the information and interpretations they give out. 5.
Streamline the water and electrical review- so they are with plan Submittal.

16. Formally communicate actual estimated review time based on staff workload Consistency
between reviewers when applying codes.

17. The city needs to find ways to retain competent plan reviewers, and add competent plan
reviewers because the current staff is not capable of keeping up with the current review
turnaround times. If there was a way to respond to rejection comments in a more-timely
manner, this may assist the city in reducing the number of projects in review.

18. The temptation, when construction is booming, is to add bodies, understandably. But
having a bad reviewer is worse than waiting for a good one. The commercial side is way
better than the residential side, some of whom have no idea what they should be doing.
The process works best with a seasoned reviewer who is also a clear thinker and good
communicator. It’s really best - and we have done this for years - to meet at least twice
with a reviewer as the project is in design - so that all the assumptions can be agreed
upon. Then we try to get that reviewer for the actual review. It would be nice if there was
a way to formalize that. The new for-pay meetings with reviewers used to be free - OK,
but in the current method we get something in writing, which is really great.

19. | am a small-time investor that occasionally builds single-family homes in Central Austin.
| know the codes and the COA Plan Review process. The problem | experience is one which
numerous architects and builders | talk to also experience: The Plan Review Department
feels empowered to arbitrarily enact new rules or restrictions, without regard to what the
LDC or IRC codes say, and without going thru any sort of city council approval of these
new rules, and without applying them uniformly from one application to another.

20. Stop making us put a bunch of verbiage concerning smoke alarms which is just a
restatement of the building code. We put the symbols on the drawings. Why isn't that
good enough. Stop doing technical reviews. The truth is that the review is just checking
off paperwork submitted or not submitted. | have not had one failure of substance in the
last 2 years. Everything is just paperwork bureaucracy at its finest. | have not gotten one
permit application through without a rejection in the last 2 years. | am constantly flunked
for some arbitrary rule that makes no difference in the value of the permit application or
the actual building of the task. | just tell customers now that they can expect 4 or more
weeks for the simplest of jobs to get a permit.

21. Being told by a commercial plan reviewer that she would "kick my butt out of here" when
| questioned a submittal requirement is far from customer service. They forget they work
for us, not the other way around.

22. Hire more building plan reviewers who are knowledgeable. Keep the ones you have that
ARE knowledgeable (starting with Doug Votra; you already let Ron Menard get away. He'll
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be IMPOSSIBLE to replace). | don't want to name any other names at this point. Initiate
electronic submittals for permit review. Let the design/construction community know
promptly when procedural changes are made that affect the review process. The website
does not currently do that.

23. Consistency between plan reviewers OR assign a plan reviewer to each builder. We submit
for 12+ homes per year. Can we have an assigned plan reviewer? Documentation of
decisions during pre-consultation appointments. Ultimately, the assigned plan reviewer
can reference those decisions to allow for efficiency and consistency. Plan reviewer
assigned within 24 hours of intake. Allow structural update to submittal prior to initial
comments.

24. Required response by plan reviewers. 24 hours? Many times no reply at all.

25. In dealing with the Residential Review process | found most of the staff to be friendly,
courteous, knowledgeable and helpful. The most irritating parts of the experience were
two. First, the process of having to arrive as early as possible in order to avoid standing in
a long, disorganized line in the elevator lobby should be addressed. One of the times | was
there the windows were not all manned although staff could be seen hanging around in
the background. There was no attempt on the part of staff to conceal their apparent
boredom and disinterest in helping things move along efficiently. | witnessed two
instances of impatient and rude response to customer's uniformed questions. Yes, these
people could have done more research prior to arrival but it's not appropriate for staff to
be rude under any circumstances. One staff person was seen showing up at least 10
minutes late for work and in no hurry to take her place at the customer service window
although at least 20 people were in line. She showed up after a time and was one of those
who couldn't disguise her lack of interest. The staff who deal closest with the public are
the face of the organization, often even more than the elected officials and certainly more
than the upper management who are mostly unknown to the public. The second issue
(sorry for the long response....) is that the residential permit | was seeking was a 40 SF
addition to an old garage. Yet, this request was subjected to the full review almost as
though it was a full blown remodel. I'm an Architect and so am more prepared than most
of the public to deal with the process. | feel for the homeowners who have to navigate all
this on the fly. It would be nice if someone in the process had the authority to quickly
apply a common sense response tailored to the project. Kind of similar to triage so the
simple projects can be cleared out quickly and staff can devote time to the more complex
reviews. The old process was much quicker and appeared to rely more on the inspectors
to apply the review in the field. This was changed at some point in time to more resemble
the commercial process. | don't know the reasons but they probably made sense to smart
people. Hey, if you're still reading....thanks for listening!

26. When we have any issue arise as a GC, we assume we will have to devote half to a full day
in lines and following paperwork protocol to solve an item that can be resolved in
minutes. In addition, due to the protocol in the plan review department, the review
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process is not what seems to hold up the process, it’s the act of getting the plans on the
appropriate decision-makers desk for his feedback.

27. Dedicating a team of reviewers in commercial plan review to handle smaller projects (the
currently labeled "7-10 day reviewers") so that a small remodel does not wait behind an
entire 30 acre development, or 20 story hotel. Similar to what is currently done with QTs,
but with a full review team instead of just a building reviewer.

28. Reviewers are chronically late with reviews, impossible to reach, and try hard to avoid us
when they actually bother themselves to return a phone call about a review comment or
a project. Codes are applied unequally - if it's a City/County/State/Airport/Educational
project, anything goes; if a private developer tried to get away with these things, it'd
never be permitted. City staff don't remember that as developers or consultants, we're
clients and customers. Many staff seem to try to create massive gridlock instead of trying
to assist a client in meeting regulations to complete the development. Many high-ranking
City staff in the review team are incompetent and are in way over their heads, costing
City and private projects a lot of money due to their ignorance.

29. It's frustrating when review staff does not understand something and as a result they will
simply create an additional round of review comments instead of calling the submitter to
work through the question and resolve the issue during the initial review. They double
their work load by being too quick to deny applications for resubmit instead of being more
flexible about working with people (architects) and allow them to fix and send potential
issues on the fly.

30. If none of the site development permit application reviews can be turned around in two
weeks, change the written policy.

31. The third greatest improvement would be to create more alternative paths for plan
review to enable the PDRD to avoid becoming overloaded, which creates log jams and
massive project delays which translates into millions of dollars being wasted by business
owners. The alternative paths could include serf-certification by licensed professionals on
certain projects, using third party plan reviewers as a back-up and implementing a process
similar to the Express Plan Review system that the City of Dallas used for many years.

32. More Commercial QT reviews until commercial building can get a seven day review out in
seven days.

33. Updates for commercial review plans should never be in the review process more than
seven days. There should be departments in the commercial building review department
that specializes in certain types of construction, (i.e., high rise, mixed use, apartments)
that work with other department to help clarify the City's use of the IBC and City
amendments. Hire more people for all commercial review department. If someone is on
vacation or is sick the review department struggles even more than usual.
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Process

1. The fractionalization of the review process where each department has its own feudal
authority is absurd. | have proposed to anyone who will listen that when the planning
process is initiated, there should be one person on staff who is assigned as the point of
contact for the owner or builder, that person having the responsibility and authority to
coordinate with and direct all other staff involved with the project through to issuance of
a CO. Pettiness is rampant. A classic example was when we submitted 5 sets of plans with
multiple pages. One set [according to staff] had one page missing and we were directed
to submit 5 new full sets to continue the process. | personally hand carried the allegedly
missing page to the City offices and made it clear that this conduct is obscene and in any
other setting would justify dismantling the entire system. Eventually after much
discussion, the person whose set of plans was missing one page agreed to accept the page
I was standing outside his office offering. The disconnect between the plan review process
and inspection process borders on being litigable on substantive due process grounds as
arbitrary and capricious. If a plan has been reviewed and approved, and construction has
proceeded based on the approved plans, it is unconscionable for an inspector to step in
after the fact and fail an inspection because he or she disagrees with plans that were
approved and justifiably relied on.

2. Create a submitting process which actually expedites the process.

3. We have the worst permit process in the country. | know | used to travel around the
country and build restaurants. It is way to slow and you have way too many stupid rules.
In other cities you get a permit in a week but it costs $4000 here the same size job would
take 4 months to get a permit and cost $390.... Our City does not care, they do not want
development. And when a city employee retires or quits, they can’t be replace until after
they leave, this leaves the other people on board to put their work aside and train the
new employees to only work there 2-4 months because they don't like hearing everyone
bitch about how slow they are. | once waited three hours to give the City $2000 for a
permit. They have the most screwed up system to pay for fees and permits. In other cities
you can pay online, or just walk up to a window. The worst system in the world. They
make the DMV look like Apple computer.

4. There needs to be options and an appeal process for Subchapter E requirements, which
don't make any sense when applied to particular projects. For example churches typically
can't function with the required amount of glass designated in Subchapter E. Adding
trellises and "faux" windows to the facade is ridiculous to give the appearance of
windows. This is just one example of many that | have experienced at the City.

5. Llast, the city needs to adopt a policy of culpability and excepted’s that they're responsible
for creating some of the mistakes when a plan if you were honestly reviewed and
approved then released. There are hundreds of cases where the project is built only to be
discovered in the field by eight inspector or even a nosy neighbor who is savvy enough to
understand the code requirements that the building does not comply with code
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regulations. There are dozens and dozens and dozens of examples where in Apple kid has
gone back to city staff and showing them the approved plans that were erroneously
approved, but the city refuses to accept responsibility for creating these mistakes. | would
be more than happy to talk to your group to provide more.

6. System needs to be streamlined. You can get 95 % of the comments cleared and getting
the remaining 5% to get a permit or get on an agenda is way too long.

7. Allow more explanation or conversation in comments. 3. Make reduced set deliverables
for permit a rational reduction from original, e.g. 24 x 36 to 12 x 18. It is very time
consuming to meet the. 11x17 and adds cost to the homeowner.

8. Expired permits where no work was performed should be easier to cancel Subchapter E
has many flaws, but the worst is having single family uses in a non-single family zoning
ending up having compatibility setbacks from adjacent commercial properties.

9. City of Austin is extremely cumbersome and wasteful to deal with when applying for a
permit. | oftentimes have to apply for three different permits where in other places you
hand in one application, without having to wait for hours to drop it off. In addition, it is
extremely wasteful that people have to wait 2-3 hours just to pick up and pay for a permit
and get a pin. Payment and receipt of pin should easily be able to be done online and pick
up of permit should be a short visit. Also, the city has lost my applications on more than
2 occasions and no one could tell me where they were. In one instance | had to drive
down with a new set of drawings because one set had been lost.

10. There are too many employees, too much bureaucracy, too much regulation, and the
rules are enforced not to assist those in making application but to figure out ways to slow
down, and derail new development under the guise of protecting the environment or the
quality of life in Austin.

11. Why does it take so long to pick up and pay?

12. 1 had no problems with the COA on my project. My suggestion is that there needs to be
better upfront explanation of what the process is and what the expectations are. This
would help a one-time user or a new contractor. | had to learn the process as my project
went on...I had the time to figure it out....many owners do not....I this would reduce stress
and frustration.

13. There needs to be some buy in or consequences for the review team when a project gets
stalled or is going to be rejected. Many of them seem like they don't care as long as it gets
off their desk and onto someone else's desk or goes away. It will never really matter how
many changes are made to the process until the attitude changes to customer service
orientated. | had a project that was 2 phases of building renovation. When phase 1 was
about to finish the contractor asked about going ahead and doing the plumbing saw cuts
in the concrete on phase 2 to cut down on noise and dust once phase 1 was operational.
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I told them they could just go down and get a demolition permit at the permit center.
They called and said the permit center told them to go to commercial building intake.
They were told there that they would need to do a complete submittal with structural
drawing but that they would accept it as a quick turnaround. We got everything together
in about a week and | called to verify the fees for the quick turnaround. | was told by the
same person that they were not longer accepting these type of things for quick turn
around and that | would need to come in and meet with a building reviewer. | went in to
meet with the building reviewer and he said we didn't even need a permit and to go ahead
and make all the cuts.

14. Unfortunately | do not see a way to improve the process without an entire overhaul. The
city has tried for years to improve the process and it invariably cannot. The code would
have to drastically change and the culture of PDRD would have to change as well. Until
staff realizes that they serve us, the people they deal with each day, the culture will not
change. One example is the parking lot outside OTC. It is generally 20% full with inspection
vehicles. Shouldn't all the employees be parked at the top of the parking garage so that
the general public and the other professionals they serve can more easily and quickly
access the building? There are many individuals who are proactive and highly
knowledgeable, but overall there seems to be an apathy about doing the job by many
who work there.

15. Suggestion: most other Cities provide a pre-development in-person meeting where ALL
of the departments who will review during the process sit down with the applicant and
review the pre-submittal package to fully vet out any major obstacles. This pre-
development meeting needs to be detailed, documented, binding, and submitted to
subsequent reviewers. There also needs to be ONE point of contact for the ENTIRE
permitting process (not just PDRD, but AFD, AWU, PARD, ROW, Public Works, AE, etc.).
This individual needs to have the authority to work with other departments outside of
PDRD and power to influence those individuals and departments that are not performing.

16. Speed up the variance process. The length of time it takes costs my clients money. They
usually decide to seriously alter their floor plans instead of going for the variance. Those
that have gotten the variance regret it because it took longer than expected. It's like they
don't believe me when | say it's going to take several months. It's a no win situation. Why
can't the reviewers get the BSPA and AWU form completed? Do the structural drawing
check after the permit is approved. All you look at is if the drawings are there, it's not like
you're looking to see if the building will survive a hurricane or other insurable incident.
Getting the structural easily adds a week sometimes 3 weeks to the time it takes before
we can submit. How about everything else is approved first, then you check for
structurals? Thanks for asking, and hopefully listening!

17. There have been times when my permit has been issued but then just sits on someone's
desk and not put in the box. | have several permits that were lost.

18. Keep it simple but thorough and keep up the great work!
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19. Do not call the process a Seven Day Review if it will actually take 5 weeks. Sub out the
review of the large projects or hire more staff. The projects that should be easy are placed
in line behind massive projects. A Change of Use can cost an owner thousands of dollars
while waiting for something that should be reviewed simply and fast.

20. Below is an email that | sent on Monday to Greg Guernsey, Andrew Linseisen & Roderick
Burns and by no surprise have not had a single response. | have asked for 2 years to get
the name of the person that does the applications - Nothing. This is a huge frustration
because we (customers) cannot input the correct information on the applications and
send to our clients for signatures without using "White-Out" and hand writing in where
the fields won't let us complete descriptions. This looks terrible and is very
unprofessional. The applications used to be in a format that we could change the font to
smaller if need be or to add to input fields. Sadly, that is no longer the case.

21. Staff need to become more accessible as well as learn that comments made should be
thoughtful and provide alternatives for the designer. Too often staff make comments that
can be easily fixed by the designer if the staff would just either email or call the designer
and discuss the options. All designers are as busy as staff but solving issues on a submittal
should not be that difficult and is a complete waste of time and money when we have to
do a comment response on paper and make 10 copies of it. Also the City of Austin always
preaches "Green" but when we do site plan submittals they ask for numerous full size
copies of the plans when most other surrounding Cities have gone digital. Why is there
still a mentality that the consultants and developers are "trying to get away with
something". Most of the consultants in this town do good work and occasionally we all
make a mistake. Staff should not lump the good consultants in with the bad and assume
we are trying to "get away with something". One other item that needs immediate
attention is the waste of time and money spent on having to post fiscal for erosion
controls. With all the state and federal laws in effect why would anyone try and get away
with developing a project and not put erosion controls up. The better way is to make the
fines for failing to install so severe that no one would dare challenge it.

22. Picking up a permit is ridiculous, | have waited 2 to 3.5 hours. Timer to be creative.
Residential reviewers are too strict. Architects should be able to seal small foundation
additions and single story foundations. It is too expense to hire a structural engineer for
these types of projects. It is our responsibility not the city's.

23. The License Agreement process is a huge burden. The City requires LAs due to design
requirements (Subchapter E) then there is a very arduous process to be "allowed" to use
COA ROW, which the client didn't want to utilize in the first place. Plus, the various
agencies have no reason to help you or come up with solutions when there is a conflict
with another agency. Not to mention the owner usually has to pay an engineer, a
landscape architect, a irrigation designer, a surveyor, and a fee.

24. Standard operating procedures for staff. There are too many inconsistencies between
reviewers and between departments. These need to be significantly diminished and
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management needs to enforce the SOP's. The ability for my critique to not fall upon deaf
ears. As therapeutic as this experience might be | seriously doubt it will have any effect
actually measurable.

25. Improve the 1704 review and approval process.

26. It would be helpful if there was ONE department that would be able to assist you on
Development and give you a checklist/process to follow for your specific project. Each
time | go down to DAC ! know that | will end up on at least two additional floors to get my
questions answered. The intake times are not coordinated so it can take several trips to
get in front of all of the right people which is a hassle. There should be a checklist for
permit that you have met with the appropriate departments (can be done in one meeting)
and as long as the checklist is complete then you should be able to get your permits within
a week. | have made several trips during design and received input regarding parking,
zoning, water taps and electrical easements that | had to go back and get written
approvals (something that NO one at the City likes to do- put it in writing) in order to
convince the Plan Reviewer (that is supposed to be reviewing the Plan- not everything
else) that | could do what | submitted. It was still recommended that | go before BOA for
a variance- which was ridiculous because there was no variance being requested... The
system is broke and really needs to be overhauled- Thank you for asking- hopefully my
answers are helpful but you can tell that there is a certain amount of frustration as well...it
shouldn't be so difficult... Most of my clients will no longer build in the City of Austin...and
| have seen firsthand clients that would rather remodel without a permit and face the
consequences.

27.1 have a really great checklist | invented. There are many, but mine features a Yes/No
column that facilitates progress big time while not overlooking pending matters.

28. The issue isn't so much with the people ya'll hire. they are educated and do a good job.
The issue with the COA is processes change every month and you never know what's
changed from one visit to the next (| literally turn in BP's multiple times a month).

29. I do not want to come off as angry. But after 25+ years of architecture + development in
this city, | have full knowledge of the COA development review system and the resulting
frustration of enduring the process. As an architect and developer, | have submitted for
platting, subdivision, rezoning, NP amendments, site planning, residential and
commercial plan review. Over the years, | have been in appeals, met with directors, city
council and city managers. And most of it sucked! Fortunately, it makes people like me a
lot of $5$ since we are part of the few that can actually navigate the system.
Unfortunately, the inefficiencies and difficult layers to penetrate multi-departmental
review and approval can take up to a year per task on complex commercial projects. This
raises the public costs of review, the actual cost of construction and inspection and the
developer's cost of capital. Please help! The COA PDRD culture is broken and plagued with
disappointment.
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30. Limit staffs ability to send projects backward when the customer has changed nothing.
Provide an online paper trail for any staff recommendations or comments. It's not fair to
have one staffer say something is needed or not needed and the next have a different go
forward position. Provide some pre-approved plans. Provide some level of project
approval that allows simple projects to start. For any step that requires an engineer's
approval and stamp, remove the non-engineer city staff approval.

31. Ours was a fairly straightforward problem that involved two existing homes and a garage
that had been organized into a two-unit condo by the lawyer owner prior to our purchase
in 2006. We had neighborhood association and City Council approval, but the PD treated
our application for a re-subdivision like a giant subdivision/shopping center application
with, for instance, setback requirements that could not be met because our buildings
already existed (since 1935!!!) We had to submit multiple (23 copies) of expensive plats,
and then were told that a certain paragraph had to be added, and when corrected, that
another paragraph was missing...Absurd! Eventually we were told that we just had to hire
someone (estimate close to $ 10,000) to complete the process ... and that's when we
threw in the towel.... Suggestion: Make it clear at THE BEGINNING OF THE APPLICATION
PROCESS, via an interview with a real person, whether the problem to be solved could be
accomplished by a citizen applicant, or whether professional (expensive) help was
required. Thanks.

32. It seems like each department you bring your application to, the staff person is trying to
find something wrong so they don't have to process further. It’s like the goal is to keep
putting up road blocks for us. The staff from each department should work together to
process the application. Every time | leave the permit office I'm frustrated and confused.
Such a shame that the good karma from the Armadillo World Headquarters didn't rub off
on that depressing place.

33. Basically, Plan Reviewers and Building Inspectors feel empowered to set their own rules,
and to enforce them arbitrarily, and Builders are afraid to oppose them, for fear of
retribution. Suggestions: 1) Do not allow Plan Reviewers and Building Inspectors to
independently create rules that are not supported by either the LDC or the IRC codes,
unless approved by the city council. 2) Require that Plan Reviewers and Building
Inspectors enforce all rules uniformly, from one project to the next, so that all projects
are treated the same.

34. It is not clear when you need to schedule and pay for a Residential consultation. | have
paid several times for project specific questions and been told by the reviewer that |
should have instead come in for general questions and vice versa. Also, reviewers will
often read back the code to me instead of explaining and clarifying the conditions. The
wait times to get permit applications and revisions reviewed are too long.

35. Get rid of the 11x17 scanner used for residential review. Why is the city using a scanner
in 20147 Get a decent virus software (it comes pre-installed on most new computers) and
start accepting cds of digital pdf copies of drawings. Nobody draws, and nobody builds
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from 11x17 drawings. This is costing us days of valuable time reformatting our drawings.
And it's costing you time having to manually scan every sheet of paper that comes in the
door. The fact that the city is ignoring construction drawing standards and forcing
architects to submit non-standardized page sizes is beyond absurd.... light-years beyond
absurd. Every single residential reviewer I’'ve spoken with has agreed.

36. Cover more broadly the things that can be included in the express permit. It took me 20
hours of my life to create, duplicate, wait on the planning department etc. for a 4 ft x 8 ft
front porch repair which was considered an addition because it did not meet the
definition of the express permit. It took me 8 hours to do the work and 3 times that in
trips to the city, documentation, drawings, etc. | now charge my customers $1800 for
every time that | have to submit a permit. And that barely covers my cost and never
compensates for the frustration and anger. Frankly | am not getting permits on many jobs
now because the process is so onerous and expensive and of such little value add. | am
now turning down jobs in the city that require a permit. | now focus outside the city or do
inside work.

37. Provide a comprehensive rule book of about 50 pages or more that explains the rules, the
city criteria for the hundreds of rules and procedures and checks. Make it available to
every contractor that comes in. Provide copies of the submission checklist and the permit
application available at all times. The last 3 times | was at the permit, | had to request the
staff to find me a permit application, because there were none in the racks. Every time it
took several minutes to wait on someone to find one. Go back to the process we had 5-
10 years ago where we go arrive at the permit office, sit down with a permit specialist
and normally get a permit issued within 45 minutes. The permit issuer did not critique the
technical requirements. That was handled by the inspector. If the contractor did not know
the code or did it wrong, he had to fix it at his cost at the site. That was a big incentive to
get it right.

38. Make building code expertise more accessible to engineers and architects. We can't get
answers. 2. There are frequently different outcomes when two different professionals ask
for advice on the same thing. 3. Cut down on asking for the same data on many different
forms.

39. Start over.

40. | am certain to come across as being unreasonable - | am not. It must have been difficult
to have created such a dysfunctional mess as what exists at the City of Austin today. There
is absolutely NO indication that these people are employed to SERVE the citizens. It is fast
apparent that VERY FEW, if any, staff members are willing to make a common sense
decision. Everyone acts as though they are incapable of signing off on anything. The
system is FROZEN and no one seems empowered to make a decision. Roadblocks are put
up at every single turn. One example (of dozens in this same vein) | cite; remodeling
approximately 19,000 sq. ft. into office space. The plumbing department DEMANDED that
we install 10 toilets in EACH of the two bathrooms (one male, one female). 20 places to
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go to the bathroom for a 19,000 sq. ft. building. NO PERSON with a brain would even think
this could be useful or a requirement. Of course, we were forced to hire an outside
"consultant” and lo and behold, 5 weeks and $10,000 later, the bathrooms are approved
with 2 stalls in each. | cannot even call it incompetence because that would offer a logical
explanation for the abysmal conditions that exist. | will tell you, NO ONE is willing to make
a decision. Clearly, there is someone (or some group) that must make life a living hell if
anyone approves something or exercises any brand of reasoning. | must stop now because
my blood pressure is rising. | am THANKFUL that someone appears to be taking interest.
The bottom line is the "head must be corrupt" because the entire body is that way....

41. There have been several layers added to the review process that slow down the approval
of permits.

42. 1 would love to see a group of people that weren't overtaxed, and a merging of a number
of unnecessarily duplicate functions and departments. It's like the offices in that building
are physically incapable of speaking to one another.

43. | beg someone with authority from the city of Austin to go to San Antonio and experience
how the plan review/permit process should be done. Effortless, seamless, communicative
and straightforward (all foreign ideas to the city of Austin). | can't wait for these changes
to be implemented right away at the City of Austin.....yea right!

44. Austin is the most undesirable dysfunction city we have ever developed in. We will not
return to Austin under any circumstances to develop or even visit. When we bid the job
several subcontractors told us they would not bid any work in Austin. Which we now
understand is the opinion of a great deal of developers, contractors and sub-contractors.
We were forced to do in access of $350,000 of work and improvements that directly
benefited the city in the streets and improving their inter structure some which were not
even needed for our project. But it was made clear if we did not our project would be
delayed.

45, Overtime should be paid to get reviews and inspections out on time when revenue and
activity is robust. Expected review times and inspections should be met 95% of the time
even if people have to work late. Consulting with staff should be free. Inspections of
existing buildings should be available for a fee. The codes should be enforced as adopted,
not the way a reviewer thinks they should be. One year of sample behavior is too narrow
since our problems have been going for much longer. Austin used to be an easier place to
do business with just as tough regulations, because the systems were much more
customer friendly. Like in a restaurant, some permits should be as quick as take-out
and/or call-in orders, while those of us with more complex applications should take
longer.

46. The city's process is has massive, none justified hold ups and costs more money than it is
often worth.
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47. Rely more on licensed professional seals (architect, engineer, landscape designer) Make
greater use of third party review and inspection.

48. The permit center needs more specialist. If you are knowingly receiving 50 permit
applications a week, how is it logical to only have 5 permit specialist available for pick up?
Poor planning and service on all fronts. Poor execution and poor organization. The city
would do better to hire a private entity to process applications and permits than to
change their system every 6 months.

49. Over the years, there have been many many changes and implementation of new policies
and procedures, hours available, locations of offices within the building, etc etc, but | have
always found working with the City of Austin and the staff within a pleasurable
experience. Thank you for "Keeping Austin Permitted and Inspected!"

50. In my own home renovation projects I've found the city too difficult to work with on
getting answers to questions | have - for something as simple as replacing my HVAC after
a lightning strike, it has become a drawn out process because the inspector required me
to add several CO2 detectors (how this was related to the HVAC, | don't know) and hasn't
returned my calls or emails about a question (I work full time and it is very difficult for me
to go to the DAC to address these questions in person). | have found that knowing | have
to pull city permits has deterred me from doing improvement work at my home, because
it's such a big hassle to deal with! In my professional work, | feel that a system needs to
be in place that CLEARLY communicates not only code requirements but also clarifies the
INTENT of the provision, so that applicants and reviewers are better equipped to prepare
and review submittals. The process should be thorough and definitive.

51. Also, there needs to be a complaint system in case a project has problems with a reviewer
that are above and beyond the project's control - ie, in case of a reviewer who is being
unfair or unjust in their review of a project for unknown reasons.

52. First off, it is the process - not the people. The staff | encounter on an almost daily basis
are in general friendly, courteous, knowledgeable, and they try to help you out. They look
for issues and problems as well as they can on the front end. They are often as
exasperated by the process as | am.

53. I have clients and contractors who WILL NOT WORK IN AUSTIN due to this process. The
housing supply is artificially strangulated by this process, thus raising prices. Sprawl
increases because it's so much easier to build outside the City. And eventually people
looking to move to Austin will look elsewhere. However, to conclude, it is the PROCESS
not the PEOPLE. | enjoy my interactions with City staff, many of whom | consider friends.
All the staff | meet are well-qualified and have a sense of mission and purpose: they
ensure public safety and urban livability. It is the PROCESS that is the problem.

54. 1 used the city's Commercial Plan Review, Zoning Review and Fire Department resources
as part of my previous job (now retired) as an Architect and Sr. Project Manager for the

Austin, Texas 145 Zucker Systems



Travis County Facilities Management Department. | found several of the staff to be
exemplary in their knowledge, cooperation and assistance. | have no complaints on this
level and the only comment is that they appear to generally be understaffed or burdened
by too many tedious regulations. | do fully understand why there is so called government
red tape. A lot of it is due to the requirement for public transparency. However, there has
long been a tendency in the City of Austin to over-regulate, apparently to appease special
interests but that's kind of a simple and un-nuanced observation.

55. The process is a bit overwhelming at first. Staff was really helpful through my process.
The amount of red tape is ominous and hard to explain to my clients. They just want to
get their facilities open and serve the public. My biggest problem was with AEGB. Working
in the CBD, no one could give me a definitive answer on their Green requirement and the
building department was, "Hey talk to them, it is not our problem".

56. | have been doing work from coast to coast, border to border for 30 years and AEGB has
been a real burden. Their requirements almost doubles my fees to go through their
process. | agree with their philosophy and want to move in that direction but my clients
and myself were blindsided by their holding up my process. The bottom line is, folks want
to do business in this great city but the red tape will come back to haunt Austin. Just
remember the people that you step on the way up will come back to haunt you on the
way back down. Austin, please don't get the big head. Times are good now but will not
always be. People wanting to do business in this town in the future will remember the
attitudes. SurveyMonkey? Scary!

57. The system is broken. It's been patched together by various Councils and department
heads since the 80's. The people try hard, but are understaffed and/or under qualified to
perform their duty.

58. Further, it's truly embarrassing to explain to someone from out of town that one has to
turn in 17 sets of plans for review. This should be a shining example of how messed up
the entire process is in its current state. Oh, and one also has to turn in a CD of the exact
same content. | truly hope the results of this survey are scrutinized and publicized. If
Austin really wants to encourage its inevitable growth in a manner that promotes
affordability - rebuilding this department from top to bottom is the first step.

59. Incorporate ROW approval into the permit process so we don't get delayed every time
with Dr. Bill Hadley having to approve everything. Relax on the residential. You don't need
full drawings and MEP on minor remodels. Just make sure it’s to code in the field. Only
request an impervious survey if the final inspector thinks it is close.

60. Have a qualified person sitting at the front of the building to point people in the right
direction. Last time | was there | signed in 3 different times to talk to different people who
sent me to other places. | should be able to walk in and ask "who would i talk to about a
residential water tap permit in the street?" and they would send me to the correct
Jocation. Would save everyone tons of time.
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61. The One-Stop shop for C8J projects is completely broken. The fiscal process is very
cumbersome. Far too many waivers and variances are required for normal development
process.

62. This was my first time to deal with the PDRD, and it will be my last. Trying to obtain a
simple business permit for a small business in a commercial strip center became too time
consuming and finally gave up.

63. FULL overhaul is needed, not the other two options that are being considered! Speed has
increased, but inexperienced and/or overworked staff with an attitude is a huge problem.

64. Simplify and shorten the residential process and requirements, especially for small
projects. More people might actually apply for permits if the direct and indirect cost for
getting a permit for a small project wasn't so high. Train the staff better so they know.

65. | don't even know where to start. The bureaucracy is mind-boggling. One person tells you
to do something and you do it and come back and another person tells you that is wrong.
Half the people there have no clue what the rules are. The first-line staff is helpful, albeit
not well informed, but the people that ultimately approve your permit are inaccessible
and unreasonable. | could write a novel on the kafkaesque ridiculousness I've
encountered.

PDRD can institute some process improvements that focus on excellence in performing
its mission while also being truly great at customer service the City of Austin would be
significantly improved.

Here is an example. | wanted to replace my porch that had to be demolished to repair my
foundation. Just to replace my porch | was required to submit an application for an
"addition" which included signoff from Austin energy, flood review, etc. etc. Then | was
told that | had to submit certified engineer plans for a 6 x 12 REPLACEMENT of my porch.
Due to the engineering requirements | had to pour the equivalent amount of concrete
that holds up my entire house. What should have been a $700 porch replacement ended
up costing me $2500.

| could cite at least 10 more examples of the ridiculousness I've encountered with this
department.

66. The department deserves credit for taking the initiative to do this survey. The first and
most important thing the PDRD can do if focus on process improvements that support
great customer service. Codes are important and Code Compliance is important, but the
operations of the PDRD create an obstruction to an effective process for enabling
businesses to successfully accomplish their objectives. If the Site Plans

67. During plan review, predominately, the site plan review. Give the full listing of comments
during the first review process. We have seen where review comments in the 2nd round
could have been noted and responded to after the first round, possibly saving several
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days in the process. Fire Dept., - recently experienced where meeting and getting a
clarification and approvals from 1 member of the department, then when final
inspections were needed, they sent a different representative who had a different
interpretation and more delays to the approval process.

68. There is no impetus for City Staff to issue a Site Development Permit. | worked for 423
days for a simple 16 unit Townhouse project (2 of which are Affordable). My architect
attended MIT for his undergraduate degree and has a PhD from Texas. He knows what he
is doing. Only a threat of the Mayor Pro Tem being embarrassed for speaking at ground
breaking without a permit being issued - yielded the permit. Multiple meetings with
multiple departments for 16 simple townhouses. In any other jurisdiction the
Townhouses would already have been built and occupied. My client receives 500 infill
permits per year in Texas. Identical permits for identical projects in Austin take an
enormous amount of additional time without improving the project.

69. | think that there are multiple problems in site development review. | will in general
complain about staff, but for the most part staff are courteous and wonderful people.
Though, | would say that in general, and at this time, most are not willing to help, much
less in a timely manner. They appear to be overworked, overstressed, don't care and are
generally unhappy. The word | would use is indifferent, which is a sure sign of a bad
working environment.

70. The first review and even the second review are not complete and are woefully late. We
have comments coming back 2 weeks late on a consistent basis and make comments on
items that are clearly on the plans. On the third review cycle, we are consistently getting
new comments even though the project has not changed. Staff have clearly not read the
comment response letter, have not read emails that are sent to confirm the events of
meetings, change their mind after a meeting and generally provide a confusing
environment. We have resorted to redlining sheets in meetings and still get comments!
Meanwhile, the project hasn't changed, the size of a pond hasn't changed, the outfall
hasn't changed, and nothing has changed but labels. Solution: The City should get one
bite at the apple and have a standard format for required items on all projects. Required
items such as FAR, building coverage, impervious cover, net site area, height, slopes, etc
should be in a standard table on an independent sheet so there are no more questions
regarding these items. There should be a template for all height requirements such as
compatibility, waterfront overlay, zoning height, fire height etc. It would be basic and
easy. Most importantly, the first round of comments must identify any issues. Any
subsequent comments should be contained to the responses to comments. The third
update and 5 months down the road is not an appropriate time to add 20 new comments
to a project, because an adequate review was not performed earlier.

71.The most fundamentally challenging aspect of working with the PDRD is the
unpredictability of what the process will be to see a project through to completion. One
example is the Quick Turnaround plan review. The implementation of that process is
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Staff
1.

highly inconsistent. It's a valuable process to enable appropriate projects to be expedited
but although the criteria for qualifying projects is published, the implementation of the
practice is not consistent with the published criteria. This makes it impossible to predict
if any particular project, other than obviously non-qualifying ones, will be able to follow
the QT review. The QT process should be expanded to enable a greater number of projects
to take an expedited review path and the criteria for qualifying projects should be
expanded, clearly defined and consistently applied.

It's got to be one of the hardest jobs there is. They should receive combat pay. The rules
are impossibly complex and often poorly written. Staff often appear inexperienced with
the practicalities of design, permitting and construction. Staff often seems very worried
about getting in trouble, making trouble for themselves, something. That often makes it
very hard to get decisions, and sometimes the decisions one gets are so absurd. | am
impossibly weary with the whole thing. | think it would help enormously if there were a
big timer set in the middle of each conference table, and that each meeting participant
was required to enter their hourly rate at the beginning of meetings. And then at the end
of the meeting, all could assess, was this meeting really worth the hundreds or even
thousands of dollars it cost?

This is not generally a staff issue. Staff is just as stressed at the customers but they are
afraid to interpret the code because of the repercussions and they have way too many
projects. There has been a 200% increase in the number of submittals (commercial) but
staff has not increased significantly.

The ability for ineffective or toxic employees to be terminated or reassigned more easily.
Staff for planning/zoning review in general is young and inexperienced.
Fire all the lazy bureaucrats and hire some people who want to get things done.

In terms of customer service, hire people who actually care about their jobs/ people
they work with and have good manners. It's not that complicated.

An ideal scenario would be to get rid of 90% of the personnel from the PDRD and replace
them with automated systems. Then take the remaining 10% and have them focus all of
their time on consulting customers, educating them on the development process, and
directing them to the proper resources. This is something the DAC does very well, but it's
severely understaffed. There are so many people running around the rest of the PDRD
that are just maintaining antiquated systems and not providing any real value to the
public. If you need any other idea, feel free to call me. I'm very passionate about seeing
this get turned around.

The next thing they can do is train the staffers to know their job. Many of the new hires
simply have zero understanding of the development code their required and hired to
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enforce. This results in one mistake after another after another after another. It is
extremely common him for review staff to list a set of requirements at simply do not apply
to a specific project. This requires us to seek input from a manager who may or may not
be available to overturn the immediate staff’s rejection. After waiting in line for two hours
preparing an application for another two hours, it's very disheartening to get rejected at
the intake level because the intake staff doesn't know how to do their job even though
we try to educate them since we've been doing this for so long. There needs to be a policy
put in place that requires all staff reply to emails or phone calls within 24 hours of receipt,
even if they're only responding to tell you that they got the call or email and will respond
more thoroughly at a specified date. The city is notorious for not responding at all. If these
employees worked in the private sector they would be fired due to lack of project
management or client management skills.

9. More staff to reduce review time. Don't charge for specific more detailed reviews Reduce
wait time for questions & submittal.

10. Review staff needs to be better trained in building code.

11. Again, the city is a quagmire when it comes to developing within the city limits. They are
untimely, unprofessional and under staffed. There is no consistency within the system. As
a construction company owner, | like rules but with the city the rules are undefined and
open to interpretation and change between jobs, reviewers and inspectors. We just want
to be able to work within the lines without changes around every corner. This leads to
unhappy clientele, expensive additional costs and headaches for all involved in the
development and construction process.

12. Hire more staff.

13. In many cities the attitude of the review staff is to help the applicant to accomplish his
goals. In Austin it is one frustration after another.

14. These are lazy people for the most part.

15. Train key staff members on the entire process of a project from initial submittal to City
staff through acceptance of construction. Expect these staff members to pass along what
they have learned to other PDR staff members.

16. 1 have been working with the City of Austin for many years pulling plumbing trade permits.
| have had many great successes with working with the staff in the permit center, tree
permit center, building plan review, and commercial plan review. | have been especially
pleased to work with Glenda Wilsford and Alma Rumsfield in the permit center, as well as
others, but | primarily worked with the Glenda and Alma. | have also been very pleased
to work with all of the intake staff for commercial building plan review, Mary Blount, Carol
Raney Moncada, and Nicolette (I can't remember her last name :( ) as well as the approval
staff for commercial Quick Turn-around building permits. | enjoyed working with Bryan
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17.

18.

19.

20.

21.

22,

23.

24,

25.

Walker when he did approvals for residential quick-turnaround building permits before
he moved to a different department, and Michael Watson is great to work with as well.
I've worked with many commercial inspectors and residential inspectors over the years
as well and have had many great experiences with our inspections and ease of scheduling
and communicating, especially with Supervisors! | must also say that Brad Ward and Mike
Grady are extremely easy and pleasant to work with when we have issues with sewer yard
lines and problems involving the City tap. Even though | had a bad experience with Bill
Waters a few years ago, | have been able to work amicably with him since that time. |
think we all have bad days sometimes, myself included!!

Pay planners more money so that they stay at their jobs.

Hire staff that are customer service oriented and have the education/experience for the
position. Make staff accountable for their actions.

Keep staff off Facebook during work hours. Get rid of about 1/2 of the staff and make the
remaining work. | see to many staff setting around chatting when they should be working.

Stop letting experienced staff leave without training replacements.

Furthermore, what will ultimately help is more qualified staff for all PDRD reviewing
depts. | am thankful | do not live in Austin. Because if the taxpayers knew what the city is
wasting on the consultant and the software, someone would be having some explaining
to do.

More staff ability to make minor decisions is needed.
Change the culture to one that encourages staff to help projects meet the criteria.

In the view of the business owners, construction contractors, design professionals and
plan review expediters, the PDRD appears to be severely under staffed, highly
dysfunctional as a team and lacking in leadership. This is evidenced by a lack of
responsiveness when project teams contact PDRD staff, slow processing of plan review
and a lack of consistency in the interpretation and direction provided by PDRD staff.

Hire more staff so wait times are reduced.

Tax Certificates

1.

Stop requiring a tax certificate for any permit. It is a terribly inefficient way for the city
to enforce tax payments and has never added any value. | spend at least 4 hours of my
staff's time to drive across the Austin traffic and put in the request and then do the
same round trip when the certificate is ready. What a waste of my life, of the county tax
office, of the bureaucrat that checks it off the arbitrary list of submission requirements. |
t literally cost me about $240 of my time to get one of these. You should make the
department head go get them and this would stop. Our city is coming to a standstill with

Austin, Texas 151 Zucker Systems



traffic and the department is forcing every.contractor on every permit to drive across
the city for this meaningless, value less task. Shame on you.

PDRD checklists for submittals can be unclear at times. For example, when listing a
document like a Tax Certificate, it should be listed whether an Official copy must be
submitted, or whether a copy of the official tax certificate will suffice.

Technology

1.

The ability to submit permit requests online would save thousands of man-hours waiting
in line.

The biggest priority of PDRD should be to make online submittals possible. The amount
of hours | spend weekly sitting in the waiting room trying to submit is utterly ridiculous.
In the same manner, permits should be able to be paid for and retrieved online. On top
of the hours sitting on the second floor, the hours sitting in the permit center are the
biggest waste of time. | generally spend 12-15 hours week at the city just waiting.

The wait for the permitting department can be up to 4 hours. A type of online process
submittal would be beneficial rather than having to wait for a person to handle certain
situations. The department has gotten better and more organized, but still lacks good
customer service. | dread going because of the negative atmosphere. A lot of people get
frustrated because of the wait times.

Electronic review. Completeness check comments that can be cleared individually. AWU
a part of AMANDA. AWU policy online so that we are not surprised at review time.

Once an application is approved, allow online payment for the permit. | do not understand
the need to wait in line for 1-3 hours just to pay for a permit and have it printed out. All
other cities allow online payments. | sincerely hope you will consider this suggestion. It
will be the solution to many of the Development Services problems.

On Line submittals and ability to pay for permits online. | have worked within residential
permitting for 10 years and have had dealings with every municipality within Central
Texas ~ | can honestly say that City of Austin is BY FAR the worst to deal with.

Electronic submission should be allowed for plan review.

Very archaic most other cities around Austin allow us to submit applications via flash drive
and then all corrections are done by email.

Please, please let us submit applications online!! We make PDF's anyways, and it would
be so easy and TO SCALE! It would save our clients’ money and you wouldn't have to scan
in the drawings. And store them. Have workshops to explain building coverage,
impervious cover, and gross floor area. Show off several well put together permit
applications for applicants to look at as examples. | do Permit Searches to look at old
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permit applications, but | never know if they were done correctly. Create an online forum
for people to ask questions to reviewers. Let us post pictures and such to clarify questions.

10. For residential review: Allow permit submissions via online portal, with clear step-by-step
instructions.

11. Your idea of an electronic submittal is a joke. How is that going to speed the review of my
plans up?. Your grasp on what really happens at the city needs to be overhauled. Why
would you (Mr. Zucker) come down at 4pm to see nothing happening when all depts. are
closed. Try Wed. at 9 am on the 2cd floor, try the permit center at 12:30 any day, try DAC
at 11.

12. Upon approval, why should we have to come to the city office and wait to meet with
someone to pay. An online payment system seems obvious and needed.

13. Online plan submittal. This would get rid of all paper and eliminate the need for any city
employees checking to make sure that everything has been submitted (the application
could do that). 2) Online payments. Permits should be able to be paid for online. Nearly
every department in the PDRD creates its own invoices which you then have to take to
another department to pay them. All this could be automated digitally. 3) Online
distribution of permits. Once permits have been reviewed provide a digital permit that
can be emailed out to a customer which prevents them from ever even having to go to
PDRD to pick anything up. 4) Build an automated plan review application. Build a piece of
software that scans CAD files for code compliance. Customers submit their CAD files
online and get instant feedback on what needs to be changed. This would eliminate the
need for all reviewers and maintain consistency across the board.

14. This department needs to get out of the fifties and start working electronically. Create
processes that eliminates all visits to their offices.

15. It's 50 years almost since we put a man on the moon and we still have to stand in line on
the first floor to pay Intake fees and such. This can't be done by phone or computer and
with credit cards? ARE YOU KIDDING ME? It's the 21 Century already and a lot of what's
happening at the City would embarrass the 20th Century. 2. Having to motor to town to
pick up a permit instead of being able to pay for it online and collect it by email, is as
ridiculous as it is outrageous. Austin government, please say hello to the 21st Century!

16. Digital submissions could cut down on submittal times, lost drawings by the various
departments, and the time it takes to pick up drawings from one department and submit
to the next.

17. | believe that most jurisdictions are moving to online application process through Govt
online (Mypermit now). You can fill in application, upload plans and documents (and
corrections) and even pay online or still have permits billed through escrow. It seems
counterproductive to spend hours at the city to submit plans and updates. Especially
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19.

20.

21.

22.

23.

24,

25.

26.

27.

28.

when you then scan them in anyway later. | do enjoy coming to the city so | do not mind,
but it would seem to be a more efficient way to process at least simple building permits.

Move the permitting process online. For each step online, the system would have
received, not received, approved, time allowed city staff to approve, not approved, steps
needed to receive approval. All materials could be submitted online.

I am very nervous that the new system is going to be more of the same.

Should be able to submit application and plans electronically, be able to track application
process. The application should be pushed automatically to other necessary departments-
-the applicant should be notified where the application is in the process should be able to
pay online.

Permit pickup and payment could be easier and less time consuming by providing more
online services.

Why not ask the consultants (who are going to be put out of business by this electronic
submission) to come up with a solution instead? Please email me if you want any further
discussions.

It might be worth all city's employee’s time to step up and produce an ONLINE permit
process.

More use of online submittals (but is it possible to stop posting copyrighted architectural
plans online for everyone to see including burglars?

| frequently apply for pool and patio permits. Please have this available online... as driving
to the city during rush hour, only available 3 days a week is cumbersome and
inconvenient. Additionally, driving to the city and looking for a parking space to pick up
the permit is even more inconvenient. The wait has been up to 5 hours just to pick up a
permit. Definitely a waste of time and energy. Cedar Park and Leander do these type of
permit applications all on-line. Extremely efficient. Thanks for asking. Permitting via the
city of Austin is a HASSLE.

Make any and all applicable fees payable online either through credit card or escrow
account.

Simplify all aspects of express permitting online to help reduce foot traffic at the city
office and give them more time to answer phone calls.

Enable online submission of projects. This is the single biggest problem in my work: either
| must go to the City, or hire someone to do so, to drop off projects at specific times and
dates. Especially in Residential Review, where intake only occurs for a total of 11 hours
per 40-hour week - and at inconvenient times - the lack of online submission is a major
headache and costs me time and fees, and increases the cost of a project. | spend less
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30.

31.

32.

than half of my time actually "being an architect" (designing, meeting with clients and
contractors) and more than half of my time navigating City codes and procedures. 3.
Further to (2), online submissions would save literally millions of square feet of paper.
This City purports to want to be sustainable, yet the wants of (some) individual reviewers
- who like paper - overrule collective desires for sustainability. So much waste, so much
waste, so much waste. 4. Online payment. The payment procedure is straight out of the
1980s (or earlier). 5. Online tracking of project comments. You never know what is wrong
until you get a "rejection." it would be better to be able to see this online, in real time, so
you would be able to fix it in a timely manner. The federal government gets a bad rap for
being overly bureaucratic and slow, but their project submission and review system was
excellent. Submit online, get comments online, and the reviewers spend less time pushing
paper and thus can answer the phone when you call to ask questions. The state
(specifically University of Texas System) also has a better process. Projects are reviewed
in parallel by all departments, and then comments are conveyed to the client in review
sessions with all reviewers attending. However, with the sheer number of customers, this
would be overwhelming (thus online tracking of comments).

On-line plan submittals.
On-line permit pick up. On-line payments (other than escrow).

The permit process has been greatly improved over the past several years, but it seems
like there are some things that could be done to eliminate some of the crowd in the permit
office. Online payment of re-inspection or after-hours inspection fees would be one.

There DEFINITELY needs to be a faster way to pay for an APPROVED permit. Why cannot
this be done online?

Telephone and Emails

L.

Getting City employees to accept or return phone calls is almost impossible. I have been
told, and believe, that the philosophy of City staff is to ignore calls and voice mail messages
... that if a customer really wants to reach staff they will call back. I have had repeated calls
ignored repeatedly for weeks on end. Some calls have never been returned. I have sent
emails that were not acknowledged much less returned for weeks. In some cases my only
recourse has been to go to the City's office unannounced and demand a response or action.

There are no repercussions for the reviewers to not return phone calls or emails. They are
aware that their performance evaluation does not judge them on this, so they don't bother
calling back

Timelines

1. Ifind the City of Austin to be very frustrating to deal with. It would really help if we
could at least have a realistic deadline of when we can expect feedback, even if it is
longer than what is proscribed in the department policy. It is outrageous and frankly
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embarrassing that, when a client asks me how long their project will take to receive a
building permit, | do not have a way to give them an answer that | feel comfortable
will actually happen.

. City staff would have a limited time to either approve each step or not approve with
reasons. No fair for the city staff to give only one reason and continue to not approve.
Reward personal for correct approved permits.

. The permitting process takes too long, is very cumbersome and nothing is
grandfathered when policy and code changes occur.

. The wait time for turning in a residential permit is ridiculous.

. Although the plan review to permit times change it seems as large as Austin is and
continues to grow permit time seems excessive. When there is a time limit set to have
corrections addressed it appears that nothing happens on the case until the last day.

. The review process with the majority of other cities is under 2 weeks, heck | can get a
permit within the city of Round Rock or Pflugerville within a couple of days. The
processes and procedures have always been difficult with City of Austin. With such
high turnover within the review department, | can only assume the delay in review is
from the lack of knowledge within the staff... they have no idea what they are looking
for. If a builder is required to have plans architecturally stamped and all engineering
stamped, why does the city even need to review?? Thank you for generating this
survey, | hope you come up with a better way of serving contractors and builders.

People coming to Austin from out of town, out of state or out of country are
dumbfounded by the fact that the review times take so much time for comments or
approval. IF | GOT PAID TO TURN PROJECTS AROUND IN TWO TO THREE TIMES
LONGER THE TIME FRAME THAN | SAY | WILL THEN | MUST HAVE A GOVERNMENTAL
JOB BECAUSE THIS IS THE TREND WITH THE CITY'S REVIEW DEPARTMENTS. AS A
PRIVATE PROFESSIONAL | WOULD BE OUT OF BUSINESS & BROKE WITH THIS SAME
DELAYED DELIVERY SYSTEM WITH MY OWN CLIENTS. | CAN BELIEVE HOW BROKEN
THE SYSTEM IS BECAUSE OF HOW LONG | HAVE BEEN DEALING WITH IT. PEOPLE WHO
CANNOT BELIEVE HOW BAD IT IS OBVIOUSLY HAVE NOT BEEN DEALING WITH IT FOR
VERY LONG. IT IS VERY BELIEVABLE AND IT IS VERY REAL. PLEASE, PRETTY PLEASE,
WITH SUGAR ON TOP, HELP FIND A SOLUTION TO THE INEFFICIENCIES WITHIN THE
CITY OF AUSTIN'S PLAN REVIEW PROCESS.

. A clear and established point of contact and 3-5 day response time that is noted,
measured and recorded would be helpful. Do you want to be Nordstrom or Walmart?
| often say it is an honor and a privilege to be a home builder. It is also a responsibility
that | do not take likely. What are your core values? What is your mission statement?
BTW | have read your mission statement and | don't believe a word of it. | dare say
neither do your employees.
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9.

10.

11.

12.

| realize that there is a lot of construction going on in Austin and PDRD has undergone
major reorganization. Some bumps in the process are to be expected, and perhaps
there is improvement overall. But I still cannot give my clients a realistic expectation
of how long the permitting process will take. And as I'm sure you're aware, speed is
of the utmost importance. It makes us as architects look bad when we double or trip.

. Have faster project review times, 60+ days for first comments is simply unacceptable.
Have all City issued Comment letters on Formal Letterhead, with comments
numbered and referencing specific code sections. Many reviewers are often
subjective and do not address specific Code sections or regulations.

My biggest complaint is the timeframe it takes to get plans reviewed and approved. It
appears that plans are being rejected at the first pass just so the plans can be moved
from the' to be reviewed" pile to the "rejected pile" just to clear a departments
backlog. That may not be the case but it sure seems like that's how things have been
operating. The staff is knowledgeable but doesn't necessarily have the time to
thoroughly research projects that may be a little different than normal so they get
rejected on the first pass. Upon further review they see that what was proposed is
acceptable to the intent of the code. | hope the city can find it in their budget to hire
additional reviewers.

Allow submittals to be done digitally on PDF's, even online. It would be a lot easier to
have PDF's with all the stamps on them that we could print out at any time in case
they are lost/wet/destroyed in the field. Be able to pay online or on the phone re-
inspection fees. Right now it takes hours going downtown or we have to open and
account and fax in payment requests. That's stupid, just take a freaking credit card
like everyone else.

Training

1.

2.

Consistent Staff Training would be a great place to start....

Involve the law dept. and do much better training of staff. Train them in code history
and proper interpretation techniques. Train them to look things up before making
decisions esp. DAC Train boa staff and provide some history and background to assist
commissioners. Require permit staff to have experience and training in building
profession and with code institutions. A non-architect should not be reviewing
architectural plans. Same for engineering etc.

Transportation

1.

Given that Traffic/Transportation is probably the most important issue facing the City
of Austin at this time, | would have though the City would invest more time/dollars
towards Staff to make sure projects that impact the Traffic/Transportation System are
addressed and well managed. ATD is missing a variety of key staff members due to
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Trees

recent departures. The Signals office is severely understaffed and wear too many
different hats not allowing them to do a good job at their primary tasks.

Parking. A lot and garage that is supposed to be for people working in the building
process (many of whom drive large trucks required by their trades) - this parking lot
is striped and designed for smart cars.

Getting a tree review is a good example of the stupid bureaucracy: there are pieces
of paper taped to the walls to direct you to the reception office because the
hallways are like a maze. At the reception office, they send you back through the
maze to another room to turn in the paperwork. Then they send you downstairs to
stand in line to pay for the review.

Building around heritage trees has become nearly impossible. Allow for reasonable
critical root zone infringement that will be unlikely to harm trees, especially for
residential additions.

Tree review ( ) can be a nightmare and hold up the permitting process. The wait
time to get a tree permit reviewed/approved can be up to two weeks. Also, the
conditions for approval can be unfair and unnecessary.

Web Site

1.

More detail on the web about how to fill out a building application. | know new ones
are in the works with better explanations, but there are still quite a few grey areas
that aren't being addressed by staff. The latest application is actually more difficult to
complete than the old one! Would like the ability to submit plans by PDF in the future
- rather than standing in line for intake that is only open a few hours a week, especially
for resubmits.

Recently on-line access and browsing of the City technical manuals has been much
harder than before.

Organize website more intelligently; use subject and keyword searching instead of
making people know City terminology and department naming. Put department
organization and subject matter into the search engine.

Improve the city's website so that all recent changes in LDC rules are prominently
posted.

Easier website to navigate.

The website needs to be easier to navigate as far as documents that are required for
the permitting process-one place to find consistent information.
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7. Gentlemen, Could someone please tell me who is in charge of modifying all of the
online applications (site plan, subdivision and zoning). They are in desperate need of
attention. There is no way that we can complete the applications correctly as they are
structured now. All of the fields to enter the property information, owner information
etc. are to limited in length and do not allow all correct information to be entered
appropriately. | have asked numerous times to have this looked at. Looking at the
Subdivision application online today | noticed it was updated August 2014 and the
same problems exist. If you do not understand what | mean, please go online the same
as we have to do and select one of the applications. Try to type in every field all the
information needed. IMPOSSIBLE! This is very frustrating and very unprofessional
when we have to send the application out to our clients for signature and the darn
thing is incomplete because the form won’t let us type full descriptions. Please let me
know if you have any questions.

8. The process flow charts are extremely helpful to disseminate information to a group.
| think they should be more widely used and updated continually.

9. Please fix the on-line website to include all figures, charts, graphs, exhibits, and
standard details. This is a big issue when even the City reviewers cannot find these
online to support their review comments. Please fix the searchable fields so that codes
and ordinances can be found more easily by exact wording. Every time | search, lots
of erroneous information shows up. Please improve the data download portal (GIS
and DXF and particularly dwg. files) so that information is easier to obtain. This has
been a major issue and time waste over last 20 years. Particularly make the dwg files
more easily geo-referenced. Include a point person that understands the needs of
consultants to obtain this information (such as dwg files and geo-referenced
topography and aerial data) so we may better assist land owners. And have them
answer the phone. Automation is great if dispensed and immediately corrected by the
human touch.

10. Alphabetical research will NEVER be trumped. You should be able to go online and
find a SIMPLE home page, WITHOUT fanfare, ads, business that features a single
simple Search box. Assume you want to know what's required to build a deck for
BBQs, etc. SEARCH: Deck SUBSEARCHES: Construction materials permitted Design,
minimal requirements Elevation from ground, how attached to home, etc. Foundation
requirements Inspection(s) required Permit requirements (Applications for, Floor and
Room #) Project Plan (selfie? architect generated? general contractor?) Railing
(height, hand rail, guard rail, etc.) Ramp (handicap requirements) Size (size allowed,
how determined, etc.) Stairs (minimum width, angle, etc.) UPDATE HISTORY:
Foundation requirements (9/23/14 update replaced 7/07/12 guidelines) Ramp
(10/14/14 update replaces 8/20/13 guidelines). Notice too that even the
SUBSEARCHES are in alphabetical order. Yes, it will take a lot of initial organization,
but investigating permits should not be as difficult as the nightmare it is. And please
notice "Permit Requirements," which tells you WHAT floor to go to, WHAT room to
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go into (not one City room has a number, not one!l). Also please notice that the
UPDATE HISTORY allows the individual to go online and see if a given guideline has
changed and when this happened. The UPDATE HISTORY only needs to list the date of
the last guideline and the date of the most recent guideline superseding it. And please
note that even the UPDATE HISTORY is in alphabetical order. The rule for a powerful
alphabetized SEARCH engine is very simple: + NOUNS always take precedent. List
things by their simplest, most popular name: Landing, Deck, Stairs, Awning, Shed,
sidewalk, Driveway, Septic, Plumbing, Water, Wastewater, Sewer, Roof, etc. When a
noun won't work, list the item by VERB. One of these two will ALWAYS apply no matter
what the project or action is. YOU DIDN'T ASK DEPARTMENT:
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